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f'ﬂf Exhlblt )
LL L Complaint Log 2002

linois Telecommunications Access Corporation
3001 Montvale Drive ® Suite D o Springfield, Ilinois 62704

VITTY 800-841-6167 » VITTY 217-698-4170
FAX: 217-698-0942

June 26, 2003

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Room TW-A325
Washington, DC 20554

Subject: IMlinois TRS
Complaint Log Summaries from 6/1/2002 thru 5/31/2003
Sprint Relay Provider

Dear Ms. Dortch:

Enclosed for filing with the FCC is the following originals plus four
copies of:

e Attachment 1. Complaint Tracking for Illinois (complaint log),
including the number of complaints received, nature of the
complaint, date of resolution and explanation of resolution.
Attachment 2. Summary Log of Complaint Tracking for lllinois
Attachment 3. Annual Tally Report for Illinois
3.5 diskette of Complaint Tracking for [llinois in “read only”.

An electronic copy of the above report was also sent to Erica Myers at
emyvers(aicc.uov.

Contacts for Illinois Relay are:

Bill Stricklen, Sprint Account Manager
2055 West lles, #7, Springfield, IL 62705
Phone: 217.698.5520 TTY




Ms. Marlene Dortch
FCC — TRS Complaint Log Filing

Page 2 of 2
Trudy Snell, Executive Director
Patty Kress, Administrative Manager
Illinois Telecommunications Access Corporation
3001 Montvale Drive, Suite D, Springfield, L. 62704
Phone: 800.841.6167 VITTY

Sincerely,

7 . v

< /;[2?2:?, ),i.n..iz..;a

Patty Kress

Administrative Manager

Enclosures

cc:  Erica Myers, FCC, Consumer and Govermnmental Affairs Bureau
445 12* Street, SW, Room 6-A432, Washington, DC 20554



Attachment 1.

July 2002
Tracking | Date of | Cat # Nature of Complaint Date of Explanation of Resolution
# Compt, | Compl, Rasolution
Asked if CA had read all the customaer noles. Ui agoflagrizednfull;rlhreci:c?n:e: ‘e;:;e
CA typed (one moment please) lockad over the an“ ,?: l:.’oues CA d‘iii 3 de it to the
notes and typed back that the CA had now read cat ;f riedl : backa t:'lh
all the notes. CA typed "not read" instead of typo an @ type back lo the
Q7102102 a "now read”, VCO was mad calling CA rude and 07/02/02 VCdO tchat :he not;eli wslb'ec;nd*e?d
even with clarification stating that the notes {:al t-h ngg t wsnel d lhesna ::g .
were read wanted another CA fo place the cali. t a " alher ; s n ien i “D'; re
VO did not want this CA who ‘refused to raad o cas; nd fo ;:SVCOO forct::nis in?o ca
the customer notes” and then |, “jizust wanted zzem one type caused ill eeljng's
h " . N h
the number o calf’. CA typed (piease repeat even after an attempted clarification.
20086
2006 | Q702102 17
Customer comments: | just tried to place a relay
call and CA diaied the wrong number and
reached a recording that this number is no
lorger in service, [ told her she had diaked the
wrang number and asked to speak to a g: 182: was nolt:chgdmu:?: l:,‘t':’m
supenvisor, | spoke to Michella the assistant 2t ayt: owever d.m thi i rn) ! {
supervisor and she refused to believe that the s :al:on iugzu:m'gg whl: tﬂik“t:rl:‘ ar
CA digled the wrong number. a few minutes :H' C:?’equesl ed supervisor is
tater | placed the call again using a different . : .
o7X02] 21 operator and the call went through just fine 07/03/02 ::i:ft:nca an:‘ a::l%jl‘zt su::yr\;ﬁ:r
proving that the first operator did dial the wrang " @ fwas bee ' /th yvvgo d
number. Michelle refused to admit that the :’: *"g :1’;";’" o rweihe fﬁ’," .
agent had dialed in emor.” CRS response: | b:fy ° diat @ ?_';spm?e o ye[ M
thanked the customer for calling to let us know p "ore dle ng out- Froper p ure
and apologized that she was not able 1o reach alloweC.
the number dialed the first time. ! told her the
report would be documented and sent 1o the cal
center. She does not require a contact.
331G
CA does nal remember spacific call
. but does remember on some
Caller said fist CA responded to her 1D then A ,
calier gave phone numbar to call and agent did casions that the c?mpum dials out
slow and the caller disconnacts
not respond. Caller typed are you thera then before the ringing actually starts
07/04/02| 21 |hung up. CS responsa - Apologized 1o the caller| 0711102 [P/01e (€ NNGING y \

3142G

for the problem and let her know that a
complaint would be sent. Caller did not ant to
recaive a call back from mgmit.

Other times caller hangs up while
computer g in ASCH search. CA is
not one to disregard or disconned a
caller before supervisor is summened
over,




Customer comments: “ 1 asked the CA if she
reviewed my nsttuctions in my notes. | asked
her twice and the second time she finally
answered ma and said "yes”, So then | asked
her to repeat the number | had givan her lo dial,
but she did not repeat it back to me, She disled

out the wrong number so | hung up. 1 did not Ca coached an responding to
a7/08/02 3 lask to speak ko a supervisar but just hung up as{ 07/38/02 Ycustomars gquestions and
Bill Stricklin had advise ma o do when agent instructions.

reaches the wrong number” CRS response: |
thanked the customer for letting us know and
apologized for the inconvenience. Told her |
would document the concem and send it to the
call center. Customer does pot require a call
Lback.

31536

Customer states that he tried 10 make a
complaint regarding anuther agent tot he
supervisor Troy but Troy did not understand him
and agent acted completely inappropniate,
Wants center to train all sups and agents
warking with s2s better. Customer suggests that Emaifed custorner that agents canhot
we also give alias names to s2s for them to use provide the names due Lo policy.

as most 32s customers can not write and it wold Q815002 wNumbers are designed to pinpoint

be easier to remember a name instead of a which center / agants. If he had any
number when the customer wants to make a further quastion ! iet him know he
commendation or a complaint. Thankad could contact an scct mgr.

customer for faedback and suggestions.
Informed customer that his suggestions would
be forwarded. Customer wants to be emailed
back regarding his suggestion of giving alias
names to 525 agents.

ar/osmz| 20

4750

Ha reachad a TTY answaring mach. The CA
started typing his message and he was upset
because he wanted to arase tha message and
start over. The CA told him that was not
possible. He said he was unaware of the fact
that he reaached an answering mach and "} know|
how things work over thera it isn't sent until your
done”. He also wanted the mesgage he left read|
back to him the CA told him that info was no
Jonger available and he felt like the CA was
heing rude. { apelogized and told him that
unfortunately once the message has been lefi
there is no way for us to go back and arase it
and that once the call ends the CA no longer
has the info to repeat back. | apologized and
taid him ! would write ufy a complaint.

07/09/02 17 07/08/02 JCA followed pracedure.

2014




VCO upsel with a relay operator who was "very
stupid-disgusting” Said the operator called at
7am today. Called her and said (vulgarnty and
was going to “fix you.” Did not get operator #.

No agenl # was given as well 3s na

Q710102 17 |Apologized for her trouble but thanked the VOO | 07/10/02
for bringing this to my attantion. Tokl her we do customer name.
need operator # but would still fwd her
complaint on to appropnate suparvisor. No
follow up nesded.
2018
Agent dialed the wrong number. Caller was
upsel because sha gets billed for every cali sha i . .
. - Ca did not diat wrang number. CA is
ariaige| 3 |makes regardiess if local arLD. dapologized 1o | yap o faycatient agent. Supervisor satisfied
the caller for the agent ermor and lgt her know that CA was cofrect
that 2 complaint would be filed, Caller did not }
uest a follow up call from mgmt.
3158G req P 9
VCO calier was very agitated because agent did Agent was asked did you read all the
not automatically redial. Agent followed correct customer notes. Agenl said yes
pracadute. She did not have VCO say o Diated #. Line was busy. Agent typad
ornoiez) 21 continue redialing. | apologized for the 07121/02 line was busy GA No notes indicated
inconvenience. VOO asked for different agent | to redial nor did the customar ask
8938 got different agent. agent to radial. Not agent error.
{ assisted agent with this call. Agent
explained he was not receiving a
response from the caller. 1 prompted
him to ask for the # calling and there
wis no response two times, After 3
Calisr said she asked agent if he had read her minutes 1 instructed agent to release
notes. Agent did no respond, She waited from the call due to no response. After he
6:36p to 6:38p and then hung up. She said she released it he explained that the
had besn told the agent should answer within 2 cailer asked him to read the notes.
07711102 ¢ |minutes. Cailler feit the agent should respond to | 07/12/02 |He attermpted to respond by vaicing

3163G

lat her know what is gring on. { apoiogized to
the caller for the problem. She requested a call
back fram the acct manager on why this is

happening.

to the customer. Customer did naot
hear, nor did she respond when |
instructed agent on proper YCO
procedure. He is new and may
reguire sorne supplement training on
VGO procedures. Attempted lo
contact customer 7/16 -no answer,
THT - no answer, 7/22 - no answer.
Closed. Bl Stricklen




i asked the agent {o dial directory asszistance.
After he dialed | asked him did you dial 630
area code nurmber? The agent would not
answer me yes or no but said the CA is not
involved with the call. [ asked him again and
toid him you must answar me yes or no
because NJ is not 630 and you dialed 8 wrong

CA was coached and told that it is
accepiable to tell the customer what

Q71102 17 [number. Customer states that she wanted NJ 07/17/02 |number was dialed or to repent the
dirastory assistance. RCS; Rep explained to the number given by the custorner back
customer that the agent wouid always diat {0 them befare dialing out.
directory assistance for the local area unless
told to do otherwise. Rep asked if the customer
had let the agent know that she was wapling the
directory assistance to NJ? The customer hung
up on the CRS rep.

3164F
Customer wanted CA to recaive a complaini
Indicated she hung up an me. | apologized for
the inconvenience and asked her when this
oegured. She told me “you're not listening to . .
me. CA juat disconnected me. | apologized ::20;?:: t\:;?st:: ;:ngf
a7112:02| 5 |again informed I'd writa up a complaint. She arrzaz |300¥
. disconinect the call. ACU was there
tharnked me and disconnected. CA screen and could confinm that she did not
indicated no hang up. CA indicated had not oL
hung up on has. Initial # givan to CA was
incomect for dial out screen showed call went
aceording to protocol,
2025
The VCO usars notes said ‘VCO customer *no
background* ~Don’t send 'voice now' macro only,
GA" The CA mistook this to mean just type GA.
The VCOQ user asked] the CA if she read the CA was coached regarding proper

Q7/13/02 3 customer notes. The CA typad GA in rasponse a7r30/02 responses towards customer's
to the VCO users questions b/c that is what she guestions. Customer contacted and
thought the notes were telling her ta do. is satisfied with resolution.

Howaver the VCO user ook this to mean the
Ca was ignoring her question. She would like to
be contacted back about this,
5313
5313 | 07M13/02 4
Ca recalls this call. Ca understood
VCO customer said CA could not understand VC? Clearly and upon receiving ‘the
. calling to # Ca reached a recording
the VCO usar and had to keep asking what ha .
< . message which was relayed
VCO usar said. Also said when call was finally .
) . . verbatim, VCO then instructed the Ca
07/15/402] 21 ldialed. The CA did a bad job of melaying 071 &/02 . ) \
. R . to dia! the number given to which an
answeting mach recoming. The VCO user is a X
. answering mach was reached. CA
littte hard to understand but not bad. | thanked fal hi oble A
the customer for the feedback ot that this may be a problam so
. came an and assisted CA w/ this call.
CA followsd proper piocedure.
5314 !
( VCO customer told agent to ask for™ " . Tald agent when they ask for
ing - let it di t d to b t
0718102 3 Agant cut the whole recording - let it disconnact 0719102 someane you da nat ceed to type ou

8017X

and told customer recording GA Apologized to

the customer.

recording just keep customer
informed.




VCO was upset that CA did not repeat # to dial
after VCO asked her to. | apologized for the
incorvenience and told VCO this would be

According to CA VCO has provided
the number and said repeat then
provided the number again and said
repeat, GA CA thought the VCO was
repeating the numbar again and
placed the call. In hindsight CA

07122102 3 discussed with CA and supervisor. VCO Q7724102 realized that the VCO was also
reguested call back. VCO was satisfied and asking CA to repeat the number even
disconnected. though there was no indication that
the request was made directly to the
CA. CA was coached to repeat
regardiess,
2047

Sprint Tech rather than the
supervisor spoke with the daughter of
the customer. HE suggested that
thay change a few things with their

Daughter of customer called in to complain that TTY. Ong change the batteries. We

is a TTY user and constantly get gatbling on have seen bad batteres causing

line when trying to get a call procassed through garbling even though the unit was
orr22i02| 26 relay. Almost every call. Problem has been plugged into the wall. Second, try a
going on for awhile. Supervisor apologized for different jack in the house, she said
the problem and said he would have tech check she always uses the same jack. She
into it. Then the supervisor would call the also said this is mostly a probiem
customer back. when she calls into Relay not when
peopie call her, she said she was not
using turbo but it could still be option
to double check with them if they
continue to have problems.

6021X

Customer concemed that the computar at Relay

did riot tum the VCQ on in time. Call came into ;ﬁgiﬁg:::f:;::::{;ﬁ;?:ﬂ

station: as branded VCO. The computer sent the .

reeting and GA. The customer voiced but the premises. Ticket should not pave

Q7r22/02| 29 9 ng . . 08/07/07 |been routed to us per supervisor. No
agent oniy heard the end of her instructions. action Attempted to contact
Toid customer would have tech lock gt station. -

TROUBLE TICKET 1000301913, Customer customer on 7/24 - 10 answer, 8/5 -
wants & call back. no angwer, B/7 - no answer.
4786
Customer stated that CA called them names
said they were siow and hung up on them.

07/24/Q2 5  |However customer did not remember CA#. | 07/24/02 N follow up necessary. No CA 1D ®.

thanked the customer for bringing this to our

2053 attention.

2053 | 07/24102 17
Customer stated that operator spoke vary fast TL spoke tp CA. CA remernbers call.
and unclear, Operator was mumbling Ca said she never mumbies -Ca!

07/24/02 21 |throughout msg. Apologized to customer for 08/15/02 |usually articulate. TL asked that CA

5317

inconvenience and assured customer this
matter would be looked into.

remember to speak cleary on all

calls,




8925

Q7124102

Customer wanted CA o repaal # requested to
dial out but Ca didn't. CA just dialed out. CA
asked ACU how woukl she repeat # to dial
when person was deafi ACU told her to about of]
dial bar ose Al V then type # back ta customer.
Also custorner called doctor's office and while
on hold CA asked if customer wanted to
contlnue to hold which upset the customaer.
Customer wants follow up. Let customer know
ACu understood her Concems and ACU wouid
document info to fwd to CA' mgr. Customer
suppliad phone number for follow up.

07124102

Ca coached regarding use of lab in
crder to allow her Lo type to
customer. Pressing comp allowed the
phone number to be shown. This will
nat occur again. CA now
understands that TAB would allow
her to type # to VCO customer. Ca
asked VCO customer if thay wanted
to continue to hold be cause of time.
OB already had them on hold for long
length of time. Tha Ca was giving the
customer the opportunity to continue
or hang up. CA was again coached
on call procedures. Ca is to hold until
customer informs otherwise.
Attempted to contaci the customer
7124 no answer, 8/5 no answer, 877
na answer. Unable to reach
customer, case closed.

2056

ar/25/02

VCO customer quite upset that CA did not
answer her question with a yes or a no.
Custamer asked if CA had read her notes. CA
sent number u r calling pls. Customer upset that
is an issue w/ several CA's ! all centers. She
has talked to acct manager Bill Stricklan about
this in past and intends to do so again. |
apologized for the frustration assured her thal
the CA had read notes and asked if she wished
to place a call. Customer gave more dial info for
next call. | told customer | wouid tum call to CA
and would observed process until call dialed
out. Customer accepted and new call placed
propery. | informed caller | would pass concam
to the acct manager as well.

07/25/02

Met with CA. She states the
custotner had lengthy customer
notes. As soon as cail came in the
caller asked if notes were read. CA
fully read notes then asked caller for
the # to dial. CA coached to send
one moment please when raading
lengthy noles and then confirm the
notes were read before asking for a
dial #.

2064

a7z

‘|na sense at all. The voice conversation was not

“The TTY user was very upset with the number
of typos during caill. Some of the words made

typed verbatim and tha CA inserted the name,
“Kista" and this caused a ‘ot of problems
between the callers. The voice person was very
angry and upset because the CA created a big
problem. Both callers ware given apologies for
the inconvenience thie caused and were told the
Ca would be coached on process so this
prablem does not happen again .Bath callers
were also thanked for their time and patience.

08/2/02

CA had troublte understanding the
voice person with a strange accent.
CA does recall several typos
however unable o correct it.

2064

07/27/02

2064

07127102




32106

07/28102

21

When the customer called in there was no
response from relay. CA was taking over
another call and when there was finally a
response she asked for a supervisor. When the
supervisor came on the line she asked what the
problem was and the customer asked for her
name:. It took supervisor & while o give haer
name. After the customer told the supervisor
what the problam was the supervisor (Marta) did
riol say anything more than she would talk to
the CA. She did not say anything about if the
customer would like to register a complaint.
Apuiogized to the customer Jet her knaw [ would
write a compiainl up and fwd it to the
appropriate center. Does requeat follow-up with
resolution.

07/30/02

This is the same incident that is
noted on tracking #5320, Ca was
coached reqarding praper responses
towand customers questions.
Supervisor followed comect
procedures here. Contacted
customer and she is satisfied.

5320

07/26102

VCO IB asked CA if thay read the COB noles.
Ca did quickly receive the several notes then
sant ALT 2 to proceed with the call. VCO was
angry at CA and asked for a supewvisor. VCO
wanted to know why CA did not answer yes to
their question, | advised VCO 1 would talk to the
CA as to why and also educate them further. |
did coach the CA after | got off the customer
contact. VCO expacted me to ask the CA night
then and refay their answer but CA is relieved
by supervisor to {aka other calls and | advised
VCQ of that. VCO now angry with supervisor ag
VCO says all other supervisor de this for them
and VCC hung up before | could respond to
that.

G7/30/02

This is the same complaint (incident)
that is note on tracking # 3210G. CA
was coached regarding proper
response fowand customers
questions. Supervisor followed
correct procedure here. Contacted
custormer and customer satisfied.

5320

07r28/02

32116

07/29/02

Customer called in stating that on an incoming
call she answered the caill and waited and
waited for a response from relay. Afler a couple
mirutes she finally got the greeting from CA.
Apologized for the inconvenience let her know
that | would fwd to the appropriate center.
Custamer does want contact with rasolution.

08/08/02

Couched agent on VCO calls. 8/15
retumed call to customer and let
customer know agenl was coached
on VCO call processing procedures,
No further follow up needed.

4812

07/30/02

21

When CA turned on VCO she heard nothing.
Customer complained that she CA did not
understand her. Noted possible technical
difficuities. Apologized to the customer and
asked if anything else | could do for her.
Customer wants a follow up.

gs/01/02

Spoke with CA, CA stated that VCO
caller started to talk before ‘GA'. CA
tried o relay but no response. | made
3 attempts lo get hold of the VCO
caller but no answer.




221G

07/31/02

Customer sales that she gave the agent the
number to dial and she could hear that they did
reach someone on the other end but the agent
hung up the call. She never gol the chance lo
complete her call. She waited a while and the
agent never came back on the line o explain to
her what happened. RCs response: Thanked
the customer for [atting us know and assured
that we would send in a complaint so that the
issue could be investigated further. The
custormer did not reguest a call back.

08/01/02

CA was coached to keep the
customer informed al all imes.

2072

07/31/02

CA dialed DA and did not record directory info
s0 the number the calier was requesting was
not gotten .The customer was vary upset
bacause a redial would cost him money. Ha
wanted to know why the CA could not get the
number the first time. And he felt since it was
CA emor he should not be charged for it. |
apotogized to the customer for the
inconvenience and assured the caller the CA
would be coached on the correct procadures for
this type of call. | thanked them for their time
and patience and offerad to place the calt at no
charge to them through the automatic free
redial feature,

08/02/02

CA was caachad to utilize recording
button if necassary even on DA calls.
CA thought there wouldn't be any
recorded message from DA,

2072

0731102

2072

07/31/02

2072

07/31/02

2072

07/31/02

15

3220G

07/31/02

21

Customer sated that she was trying to reach
ATT Broadband and that she calls them all the
timea through relay. When calling this time the
agient said that the call could not be reached
from the customer's calling area. The customer
said that she calls this number all the time and
thought the agent may have mis-diaied and
asked for a supervisor. Agent 8205M cam e on
as the supervisor in charge and the customer
said this agent was very rude and refused to
place the call. | apologired to the custorner and
suggested that we try calling the number from
CS dapt. Got the relay on the line and asked the
agent to dial the number and the call went
through fine. Rep then let the cusiomer know
the we wouid certainly tum in @ complaint on the
problem so that it woukt be investigated further
and thankad her for letting us know. No contact
required.

08/15/02

Customer gave agent wrong numbey.
800 not 877 as noted above. | asked
customar ware they sure it was 800
not 877. | didn't rafuse to place the
call customer never gave a comect
nurmnber o dial.




218G

G7/31/02

1

VL O caller reports that agent did not open VCOQ
line when she answered the phone. VCO asked
why she took so long and agent responded that
it took her a liftle time before opening the VCO
line. VCO also needed to ask agent for her 10
number because agent did not provide that info.
Apologized for the problem and advised
complaint would be forwarded to supervisor.
Customer requests contact from mgmt.

07/31/02

VCO answered "hello go ahead’
Agent sent LAT 5 and gender but
VCO continued talking so agent hit f-
9 50 voice coukd hear VCO and
processed call from there. Voice
inbound hung up agent sent ‘person
hung up to VGO and VCO asked for
agent number but call timed out
bafore agent could respond. Called
customer 3x line was busy.

4766

07/18/02

20

Most 525 CA's need more training they don‘t
stay focused on the content / contend of calls
they are relaying and therefore don't understand
what speech disabled customer is saying they
get confused with the concept of confidentiality -
which customer acknowiedges is a very
important concept of relay - but most agents
take that too far is s2s and don't pay close
aftention to cantext, Cuslomer aiso suggested
that all 528 agents be assigned fictitious names
in lisw of CA number id's. mos! $25 customers
cannot write and have hard ime remembering
id #s. For complaints and commendations
names would be easier to remamber. | thanked
the custormar for his very valuable feedback and
insights. This info will be fwd te training
supervisor customer also has a training
background and offeted to assist with 525 thg o
a consulting basis. This will be fwd to acct
manager for info. customer wants follow up
contact about his suggestians.

815102

Emailed him and thanked for his
suggestions in regards about the
names of agents.




Attachment # 2

Summary Log for June 1, 2002 - May 31, 2003
Illinois Relay

For the period of June 1, 2002 through May 31, 2003, Sprint processed more than 2 288,847
outbound calls on behalf of [llinois Relay, receiving a total of 341 (< 0.001%) customer
complaints. All 341 complaints were filed with supervisors at one of the eleven Sprint TRS
centers. All of these complaints were resolved in a timely fashion. None of these 341 complaints
were escalated for action to the State of [ilinois or to the Federal Commuttications Commission,
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Complaint Log 2003

@ 1TAC

Ilinois Telecommunications Access Corporation
3001 Momvale Drive o Suje D o Syringlield, IMinois 62704
VITTY BOU-BA1-6167 » V/T'TY 217-698 4170
FAX: 217-G98-0942

June 28, 2004

Ms. Marlene H. Dorich

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Rm. TW-B204
Washington, DC 20554

Overnight Mail: Airbomne
RE:  Docket No. 98-67

Public Notice DA 04-1599
Released: June 2. 2004

Dear Ms. Dortch:

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies
of the following:

+ Sprint Relay’s and the State of Illinois” Annual Complaint Log, which includes the
number of complaints received for the period June 1, 2003 through May 31, 2004, that
allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution, and an explanation of
the resolution and the CapTel Complaint Log covering the period from February 1, 2004
through May 31, 2004.

» Annual Tally Report with total complaints by category.

A 3.5 diskette containing the Annual Complaint Log and Annual Tally Report is also enclosed.




NVTA SR A A N

#) PUBLIC NOTICE

Federal Commumnicalions Commission News media Information 202/ 418-0300
445 12" 8L S.W. Fax-On-Demand 202/418-2830
Washington, D.C. 20534 TTY 202/418-2555
Internet; htip://www . fco.gov

fip. fec.gov

DA 04-1599
Released: June 2, 2004

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT
THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DPUE THURSDAY, JULY 1, 2004

The Federal Communications Commission’s Consumer & Governinental Affairs Bureau retninds
states and telecommunications relay services (TRS) providers that they must submit their annual
consumer complaint log summaries for the 12-month period ending May 31, 2004, on or before
July 1, 2004,

To assist the Cominission in monitoring the service quality of TRS providers, the Commission
requires state TRS programs and interstate TRS providers o mamtain a log of consumer
complaints that allege violations of the federal TRS mandatory minimum standards.! State TRS
programs should report all complaints made to the state agency, as well as those made to the
state’s TRS provider. TRS providers that provide intcrstatc TRS, interstate STS, interstate
Spanish relay, interstate captioned telephone relay, VRS, and IP Relay are reguired 1o submit
complaint log summaries. These logs are inlended to provide an early warning system to the
Commission of possible service quahty problems. Additionally, this information allows the
Commission to determine whether a state or interstate TRS provider has approprialely addressed
consumer complaints and to spot national trends that may lend themselves to coordinated
solutions. This information further enables states 10 learn how other states are resolving
compla.int.s..2

Complaint log summaries should include information pertaining to complaints received between
June 1, 2003, and May 31, 2004. Complaint log summaries shall include the number of
complaints recetved thal allege a violation of the federal TRS mandatory minimum standards, the
date of the complaint, the nature of the complaint, the date of its resolution, and an explanation of
the resolution.”

! See Telecommunications Relav Services and Spee ch-to-Speech Services for Individualy with Hearing and
Speech Disabilities, Reporl and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC
Red 5140 (March 6, 2000) (Improved TRS Order); 47 CF.R. §64.604 (“Mandatory Minimum Standards™).
’ld 819122,

*See 47 CF R, § 64.604 (cX1).



We notc thal according to the data presenied in the state complaint log summary submissions for
2003, more than thirty million outgoing calls were placed by individuals through state relay
facilities, Approximately thirty-five hundred complaints were reponed that alleged a violation of
one or more of the Commission’s mandatory minimum standards for TRS.* This number
represents that less than one hundredth of a percent ((01%) of TRS calls, a statistically negligiblc
number, resulted in an alleged violation of required service standards. This is good news for TRS
users. Al the same time, the complaint log summaries identified some areas where there 1s room
for improvement. Over seventy-five percent of all complaints stemmed from the interaction
between the calling party and the communications assistant, We therefore remind TRS providers
and state administrators that their CAs must, among other things, be knowledgeable of TRS
procedures, follow customer’s instructions. and continue to keep callers informed about the
progress of their call,

The complaint log summaries that have been submitted to the Commission by state TRS
programs for 2002 and 2003 are currentiy available on the FCC websiie at

Littp:/rwww fec.gov/cob/dro/irs by_state himl. All 2004 complaint log summary submissions by
state TRS prograins and interstate TRS providers will also be available on this website,

States and interstate TRS providers who choose to submit by paper must submit an original and
four copies of cacli filing on or before Tuesday, July 1. 2003, To expedite the processing of
complaint log summaries, states and interstate TRS providers are encouraged to submit an
additional copy to Attn: Erica Mvers, Federal Communications Commission, Consumer &
Governmental Affairs Bureau, 445 12" Street, SW, Room 6-A432, Washington, DC 20554 or by
email at Erica, Myversiaifce.gov.  States and intersiate TRS providers should also submit
electronic disk copies of their complaint log summaries on a standard 3.5 inch diskette formatied
in an 1BM compatible format using Word 97 or compatible software. The diskette should be
submitted in “read-only” mode and must be clearly labeled with the State or interstate TRS
provider name, the filing date and captioned “Complaint Log Summary.”

Filings can be sent by hand or messenpcr delivery, by electronic media, by commercial overnight

courier, or by first-class or overnight U.S. Postal Service meil (although we continue to

experience delays in receiving U.S. Postal Service mail). The Commission's contractor, Natek,

Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the
Commission’s Secretary at 236 Massachusetts Avenuve, NE, Suite 110, Washingion, D.C. 20002,

The filing hours at this location are 8:00 a.m. to 7:00 p.m. All hand deliveries must be held

together with rubber bands or fasteners. Any envelopes must be disposed of before entening the

building. Commercial and electronic media sent by overnight mai} {other than 11.S. Postal

Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol

Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should

be addressed to 445 12th Street, SW, Washington, D.C. 20554. Al filings must be addressed to <=
the Commission's Secretary, Marlenc Y, Dortch, Office of the Secretary, Federal S
Communications Commissian, 445 12™ Street, SW, Room TW-B204, Washington, DC 20554, &

The filings and comments will be available for public inspection and copying during regular
business hours at the FCC Reference Information Center, Portals 11, 445 12 Street, SW, Room
CY-A257, Washington, DC 20554, They may also be purchased from the Commission’s
duplicating contractor, Qualex International, Portals II, 44512" Street, SW, Room CY-B402,
Washington, DC 20554, telephone (202) 863-2893, facsimile (202) 863-2898, or via e-mail

4 See 47 CF.R. § 64.604.



gualexinieacl.com. Filings and comments may also be viewed on the Consumer &
Governmental Affairs Bureau. Disability Rights Office homepage at hup:/fwww feg poyv/egb/dro.

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, auto format), send an e-mail fo feci04uifce.goy or call the Consumer &
Governmental Affairs Bureau at 202-418-0531 (voice), 202-418-7365 (TTY). This Public Notice
can alsa be downloaded in Text and ASCII formats at hup://www . fee poviegbidro,

For further information regarding this Public Notice, contact Erica Myers, Consumer &
Governmental Affairs Bureau, Disability Rights Office (202) 418-2429 (voice), (202) 418-0464
(TTY). or e-mail LErica Myersiedee.pov,

-FCC-



= Sprint

lllinois Relay Service

June 2003 - May 2004
" TOTAL PCT.
#00 |Answer Wat Time 1 1 ke
#01 |Dial Qut Time 1 2 2%
| #02 {Didn't Follow Database inst. 1 1 1 3 3%
#03 {Didn Follow Cust. Insbruct. 3 4 4 2 1 3 2 26 19%
| #04 |Didn't Keep Customer informed 1 1 1 1 1 1 2 1 ) %
#05 |Agent Disconnected Caller 2 1 4 1 2 2 4 1 25 4%
#06 {Poor Spefiing 1 2 14 4 A%
#07 | Typing SpeediAccuracy 1 1 2 1 5 5%
| #08 |Poor Voice Tone 1 4 1%
#09 |Everything Refayed 2 2 2%
#10 |HCO Procedures Not Followed 0 0%
| #11 |VCO Procedures Not Foliowed 1 1 2 2%
#12 [ Two-Line VCO Procedure Not F ] %
#13 |Background Noise Not Typed 0 0%
#14 [Feelfings Not Described 0 %
#15 [Recording Feature Not Used 0 2%
#16 [Noise in Canter 1 1 2 %
#17 jAgent Was Rude 4 1 1 1 3 2 14 13%
#18 [Problem Answer Machine 4 1 1%
#19 {Spanish Service [ %
#20 {Speech to Speech 1 1 %
#21 {Other Problem Type Complairt 2 1 1 4 1 43 12%
TOTAL, 12 12 14 ] 7 L] 13 13 4 108
) . [ L3
#22 |Lost Branding 0 0%
#23 [Charged for Local Cail 0 8%
#24 |Trouble Linking Up 1 1 7%
#25 |Line Disconnected 0 0%
#26 |Garbled Message 4 1 1 8 40%
#27 |Database Not Avallable 2 2 13%
#28 |Spit Screen 0 0%
#2G  {Other Technical Type Complaint 1 2 2 1 s 0%
TOTAL -3 0 o 2 0 2 1 4 1 15

Page 1




-~ Sprint  ||linois Relay Service
June 2003 - May 2004

Jud

Aug Sep

;]
#31 josD 3 o
#32 N0 800 Number 2 =
#33 | Camier of Choice 1 : : =
#34 |Network Recording s %
#35 |Other ! : ! 2 : -
TOTAL 3 1 o 1 1 [:] 2 0 [} ] % i 7
TOTAL CONTACT| 18 13 1 ) 8 8 16 LLd A 8 10 i 127
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Complaint Tracking for Winois

June 2003
Tracking | Dateof | Cat. # Nature of Complaint Date of Explanation of Resolulion
* Compl. | Compl. Resolution
CA followed proper procedure by
CA did not respond when TTY usei typed “hello typing exactly what the voice parson
08/03/03 4 |ga". CA did nol type background noise until after | 06/05/03 |said. CA typed the background noise
TTY user typed "goodbye sksk”, that could be haard while the voice
41847 person was et saying anything.
4184Z | 06/03/03 17
Left a message with he customer
. . . ) thanking them for the feedback and
08/04/03 ¥7  |Voice caller said ihe CA's tone was not very nice. | 06/0503 teting them know the CA was
2552 coached.
No further action requred after RCS
it. TTY gustomer irritated with the way IRC has credited his account, Customer sent
vBi07/03) 33 hilled his phone service. 06707103 email stating he received credit and ail
3306-1 was sef.
Cailed customer and left a message
Customer cailed in staling that she is still expiaining that one of the centers was
06/07/03| 26 |experencing garbling on her 3 yaar old 08/11/03 |having problems. Asked her to contact
Ameriphone. TT# 1000980138 me In the fulura if she experienced the
same problemn again,
33041
TTY user said this CA did not let her type her Unable fo conduct a follow up with this
7831A 06/08703 3 measage before dialing ouf. 06118403 CA as they are no longer an employee,
TT resulls - this js a known issue that
. s cumrently under investigation by T&¢
id
06/10/03| 26 VCI 0’ (ﬁﬂ;;‘;rt:a:e?aﬁmgﬁ ot read DB/12/03 |and TRS techs. Attempted to contact
' ' customer several times that TT was
closed buf was unsuccessful.
3316
VCO customer called to say she gels garbling on TT results - This is a known isgue that
06/13/03 | 28 |every call she makes through relay IL. TT 06/18/03 |is currently under investigation. TT
33924 F0Q0SHE532 was closed and the equipment [lixed .
Customer uses an Ameriphone dialogue VCO TT resufts - this Is a known problem
phone and dials {o refay using 800 number. For with Ameriphone VCO phone and refay
06/16/03 % the last two weeks she has had gerbling on her 06119403 calls that Is currently under
3334 line. TT #10001008509, investigation.
6546X | 06/18/03 3 |CA dialed wrong nurmber. 06/19/03 |CA was coached on this.
Talked with CA and TL who assisted
on this call. CA said there was a delay
on TTY's response for the # they were
caliing and the CA’s computer went
over into ASCI| search. Data crash
. foliowed when CA switched back to
08/13/03 17 |Caller said CA was very rude. 08/27/03 TTY. TL verified CA's comments and
added there was no garbiing on the
CA’'s computer but did see the data
crash as well. Alternpled to contact
customer three times and there was no
answer.
23411

Page 1 of 2




Complaint Tracking for lllinois

Tracking] Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Voice user was upset lhat the CA was frequently
062003 | 7 |using the slowdown and nol repeating the last | 06/30/03 ::d‘: byl hed to t"’p,eat last :“rds typed
words typed to the VCO user. Mprove lyping speed.
5424
VCO user was upset that CA did not follow
inetructions when typing (answering machine) GA gin‘z“"“” ;a”mz:mo?"d .
06/2303| 3 [to VCO person. Complained that CA waited oo | 08/23/03 mh;ﬂe’s’"" o er““ ta"s‘“’""g
long to type (voice mail cut off) 50 VCO was i mwm:;“"" © per cuslomer
unable to leave message. :
2567
VGO customer reports CA did nof follow customer] Contatted and informed customer that
06/24/03 2 |database instructions, cauning customer to spend | 06/30/03 |CA was coached on fallowing
3354.1 axoessive time on phone. customer notes.
Coached CA on the importance of
processing calls correctly, responding
IL. voice user complaining that they received a call 2: tmely maru';rr:?gkl:e 0
06/20/03| 5 |froma TTY user through relay but CA 02203 |3 e et g 8- ssory
disconnected the cal. |assisiance when a call needs to be
disconnected, and o documented the
2N2 incident.
Customer says whan they typed “please do not 06/30 Coached CA on repercussions of
— 06/30/03 S announce rejay” the CA hung up on them. 03 disconnecting calls.
TT results: I appears the number has
; changed, reaching a fast busy signal
08/3003| 20 i??g?fi ;’;m”#;mm’ €3S} 710303 |or & recording saying the number has
’ ’ been disconnected. TT was closed
due to custamer not responding.
33711 panding
Customer was upset because she was asking the
CA questions and the CA would nat answer but CA tallowed proper procedures, did
06/13/03 17  |continued to type what she was saying. She then | 07/27/03 |provide IG¥ when asked, and remained
proceeded ta ask the CA what her D number was calm and polita.
5473 but CA wouldn? give it to her.

Page 2 of 2




Complaint Tracking for lllinois

July 2003
Tracking| Dateof | Cat # Nature of Complaint Date of Explanation of Resclution
# Compt | Compl. Resolution
Agent typed exactly what outbound
Cusiomer stated the agent had sloppy typing and said but was unaware that
D7/01/03 7
was lazy. 0727103 fransmission may have been garbled
BS58X for the ity user. Agent coached.
Voice customer was upsat that CA yawned in her Coached agent on importance of
2575 07/02/03) 17 ear while relaying. 07/03/03 professionalism and transparency.
Customer called 1o report that the agent did not F;’:z’“'e""’ “':"' da":"t‘ :g;".t “ﬂ'f::‘:"lre
07007103 | 3 |follow the typed instructions nal to Announce relay | 07/24/03 |Of the error and reported it immediately.
and to ask for a specific person by name She regretted the ke and normally
' foltows customer Instructions.
34001
The tty user was complaining that the operator did
not follow Instructions when told to disable Mo agent assigned to that number.
a7/08/03 07/0503
turbocode and because of that TTY user could not| Unable to coach the agent.
5429 see lyping.
Customer called and gave CA instructions for CA 9!::: ;h'; 'Sj m';’::o:)v: number
071003 3 [phone number and address and CA provided o7nem3 | PSR Py
phone number. and hung up. CA foll proper
e568X procedures.
. CA was coached oh spelling words
07/1603 6 |Customer said that agent did not spell very well. 07/31/03 cortectly and word clarification.
3436-t
Supervisor ransferred custorner to
Custorner was having probiems with prank calls customer setvice as stated. Supervisor
07/2003} 35 through SRO. a7120/83 suggested cusiorner may be able io
i lls.
6581X block incoming calls
Custorner complamed on twa CA's. First CA
07122103 4 |diated the wrong nbr. The second CA dian't iet the| 07/22/03 Cﬁcﬁrm“ ved on pioper
583X custarner know the autbound had hung up. pr i
Agent retrieved one voicemail msg for voo user.
Agent followed cusatorner notes to allow calker to
save of delete the msg. Since the agent typed the SEHI3 Agent coached on clarifiying
07:25003 18 msg and voicemall options and then listenad to o7 instructions {{ unsure.
response the voicemail timed out. VCO caller was
| .
very upset
7323za | 0712503 2
Customer typed sksk and CA already
Customer wanted fo make another cait and CA hung up as custornet changed ther
07728003 5 hung up. 07/28/03 mind to make another call. Agent
8554 foliowed proper procedures.
" proper p
. Spoke with the customer and stated
TTY user was upset that CA made him wait after .
07130103 3 05/25/04 {she hasn't had problems with relay.
2605 ha iyped a msg to ieave anans mach. CA. Case closed.
—
i ler that C,
The caller siated that the CA dic not expizin why Explained lo the caler that CA was
o268 | 2 blem (TTY/VCO unable 1o read or | 07122103 [ccactied and CA was guen severs!
f 1 merew:sapro om upa read or examples whal should have said
respord). to the voice person.
2598
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Complaint Tracking for IHinois

August 2003
Tracking| Dateof | Cat. # Nature of Complairt Date of Explanation of Resolution
# Campl. | Compl. Resolution
Customner states that she gave tha CA the call in .
08/19/03| 5  |number but no call was plsced. Said CA 08/21/03 S“”Muim g:’""
2623 disconnected call. proced :
Voiee customer complalned that they could hear Spoke to agent and coached an turning
08/21/03 16 Jthe noisy keyboard during the call and it was very | 08263 [down microphane if customer
loud. They algo heard people in the backgraund. Fequfﬁm.
30494
Customer had typed out messages t0 answering
rrachine but the messages delayed in sending. Supervisor reviewed compiaint with
0872403 1 Customer got frustrated and hung up. Thanked 08/15/03 |CA. CA was at fault. Reviewed proper
the customer for the feedback. Na follow up procedures with CA.
required.
6627X *
TTY customer was disaatisfied with the service munmg 1:::::"129;:; ;ins lg’ :::r
carsioa| g  (ohe received from this CA. She said she had poor | oahc0y Limoartant names and details and
spelling and typed incomes! information, Severat ing appropriately to avoid missed
times typed “missed information”. pacing appropri il mi
2626 info.
2626 | 08/25/03 7
Coached agent on the proper call
08/25/ Agent disconnected caller after they gave the 08/25/0 procedures to follow when a call peeds
03 5 number to dial, o to be diaconnected and the
2627 consegiences of disconnecting a call.
Operator eul customer of! from talking and they Ny
0873003| & |received abunchal X6 and numberson TTY | aBi01/p3 | Soched agent o by isabiing turbo
2635 scteen. '
26835 | 08/30/03 8
2635 | 08/30/03 7
2635 | 08/30/03| 17
Customer asked if answaring machine io pkease Agent claims to have not disconnected
06/30/03 § |ieave a message. Customer noticed TTY sighal 09/02/03 |any call. Understands the
27z flash and CA had hung up on them. consequences of disconnecting a call.

Fage 1 of 1




Complaint Tracking for lHinois

September 2003
Tracking | Dateof | Cat. # Nature of Compiaint Date of Explanation of Resolution
# Lompl. | Compl. Resolution
] Customer informed supervisor issue
Operstors are not following customet's notes k
080203 | 2 |which say do nat use any abbreviations. Also 05/17/04 mﬁ:‘gézonﬁ;:::;‘:ﬂ:gg;m' No
42747 operators are not giving their 1D numbers. issue.
Customner typed “VCO please GA" - no response
091 6/03 4 from CA. Typed It agaln and again-no response- 09/18/03 Reviewed VOO procedwes. CA was
feels CA should be refreshed as to how imporiant able to demonstrate correct handling.
calls can be.
2645
2645 | 0916031 11
. e Agent coached to follow customer
oorzi08| g |YCOoustomer saidihetagent didn'tistenand | g6 [notes instructions when processing
follow her instructions.
2683 calls.
Caller would like relay policy changed so that . .
09122008 | 35 |either inbound or outbound can requestan | 05/25/04 Spoke with customer and she said all
agent change during a refay cal was working well
3143-) 9 ay cal
6673X Q92303 5 |Agent hung up an customer. 08/268/03 |Reviewed procedures with agent.
VCO user said GA, voice started talking but could
still hear VCO user saying hello GA. CA not Unable to foliow up with CA as CA is
00728103 0 [responding to voice. Voice user said CA must 01720104 |no langer with relay. No further action
have (aflen asleep. Voice and VCO customer possible.
8538 hung up.
TT results - Callerid did not transmit
Cugstomer says the caller |D block is not working. 0527 on any test call, looks {ike training
06/30/03 | 29 TT 1001247608 o4 issue for that agent. TL will be
3163-J informed.
Il VCO customer rgsts IRS to make caller 1D TT results - Tech reset the ACC. This
3147 09724103 2 avallable as much as possible. 05 4 cleared the problem.
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Complaini Tracking for lllinois

October 2003
Tracking | Dateof | Cal # Nature of Complaint Dale of Explanation of Resolution
[ Compl. | Compl. Resalution
Voice caller upset CA said the person hung up.
The voice person has said under her breath Unable to follow with this agent as this
10/01/03| 21 |something about the TTY was bugging her, 10/30/03 [agent is no longar with relay. No furtheJ
Apparently TTY had not hung up because CA had action possible.
2671 typed the comment.
Customer is very upset because agent redialed o Supervisor showed agent how to
10/05/03 2 |erase messages on his voicemall when he wants | 10/05/03 |process the call comectly. Agent
6691 it done the firat time. understood.
CA followed proper procedures by
Customer's daughter calied through refay and the waiting for a complete sentence /
CA ignored customer and was not relaying what concept before volicing to ensure a
10/06/03 4  |she was saying as she was typing, she waited 10/06/03 |natural voice flow. CA understood
until customer's daughter stopped typing to tell her upon requesf of a voice person CA can
what was said. read word for word back to the voice
person.
3174
Voice person said CA sounded like CA was faking .
10/08/0% 3 voice. Customer could not understand CA and 101303 tl:;::'e to‘ r:m‘l'p m;th'::‘;g: :: ::i
asked for 2 new agent. CA said was unable to fime gen r
make agent switch or cell 2 supervisor, ’
2682 29 pe
Customer asked agent to tell them if the voice gﬁ‘:fn’mm"::: "::o':)':‘oc;"rifvi "
| 1011 403 5  |person sounded young of oid and agent hung up | 10/14/03 . gent protoca’ of p g
) . question upon request similar to
and did not answer the question, PR
situation indicated above.
6702X
Customer tried calling a number with a (975) area TT results: Tech says (878} is a
code, Informed customer that the system wilf not resarved area code, no one is aliowed
11703 35 atiow (876) calls. Customer wid like to inow why. 05/24104 to call i, and therefore it is not a valid
TTI
6707 Q0103300 number
/2010 Customer stated that a lof of operators seem
2808 1 3 3 unfamiliar with specific person ask procedures. 11/03/03 | GA coached on proper procediras.
” CA had waited 4 mins for caller to
Customer complained that he was looking for a come back an kne. After 4 mins CA
10124103 5 phone number for 3 mins ard CA hung up on him. 1072403 foliowed proper disconnect
6718X procedures.
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Complaint Tracking for lllinois

November 2003
Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl, | Campl. Resolution
Coachied CA and role played veo call
11726/03 | 21 JAgent didn't tell the customer what was going on. | 12/01/03 |handiing. Reviewed PRG for comect
76800C handiing of VCO.
Explained that agent at customer
Caller said she wants cuslerner service to be able service would not be able to send call
103 28 to transier her back to a relay operators 05726104 to relay due to not knowing which
2370, centers ad CA's who were available.
TT results - Placed tes! call using
. . . . custemers dialing information to 2500
140503 28 S::::Lu“'d she thinks caller |D) & not transmiing | o004 (et with caller . Customer catler ki
v information transmitted without any
3269. problem.
Customer siales they asked the CA to block their Operator was pulled for discussion -
T caller ID and refay asked them to voice, And then 11/07/08 she made a mistake and apologized for
said they preseed the wrong button and hung up her mistake. Will pay more attention in
and redialed the call, the future.
6743X
Customer would give the GA and no
agant would typa what voice person
VCO caller saif that CA interrupted her was saying and then VCO customer
11/09/03 17 |conversation with J lines of XOO(s or S55's bid 111 0/03 |would ster lalking and yelling during
CA would not let her speak, the typing before the GA for her to
speak. This would cause garbling.
Supervisor on floor witnessed this.
2726
Typlng on the screen appeared
. accurate CA sald they had to pace
111003] & Cﬁ"m";::m the CA did not spefl wekiand she | 10104 |customer frequentiy as wice person
oy ' was speaking very fast. CA also asked
for ing of cities for clarification.
7728 opeting
VCO customar said that CA sent her no data ::Pﬂl N;:;:r 19501 re. Ag mo“rr\a:uatomer
1117/03 4 m b:re calied. She gof the incarect CA. 1117502 coached regaiding proper call
274 ) procedures.
$1/24/03 7 Agent was polte but got confused when numbser 12/04703 Agent coached and reminded of call
6764X for security was assured by Pizza services. porcessing guidelines.
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Complaint Tracking for lllinois

December 2003
Tracking | Dateof | Cat. # Nature of Compiaint Cate af Explanation of Resolutlon
# Compt. | Comgl. Resoiution
Customer says CA did not respond to GA and
12/0303{ 9  |evetually the OB hung up. Thought Ihat CAwas | 12/16/03 | = Was coached on proper veo
2758 stecping procadures.
Supervisor reviewed complaint with
Cuslomer had wanted to place another call after X
12/06/03 g A 12/08/63 |agent. Supervisor reviewed proper
6788 their cali was over, CA hung up on customer, rp ros.
Unable to dispute the charge with
12107103 3 [Customer states agent dialed the wrong number | 12/30/03 |Verlzon. Custorrver will have to contact
S798X Verizon directly.
Customer states that agent was very rude. Thera Coached agant on proper procedures
12/08/03 17 were long redays that even the hard of hearing 12/09/03 on pacihg customers and using
customer was asking the OB what was going on appropriste phrases tc pace so that
6701X was there a probem. there will be no personal interactions.
. P
;::smct.;slm;’ ¢ lng emem:'\{i::_t relay. 17 results - Tech afternpted to reach
1211103 35 4 05/19/04 |the cuslomer twice to give him this
Probiem for past two weels, happened approx 10 information. but the
3372 times. TT (001418663 ormation, Té was No answer.
TTY customer said they always have several
12/15/03 8 [complaints about IRC operators always 05/17104 :amk:l::hnmer ar;:::;?ntm: r
5456 minsynderstanding therm, ¥s e )
Customner states that she asked this agent not to A
announce relay. She asked the agent if he did :ﬁ:ﬁﬂ:ﬁ A ‘:’:‘:ed esw: A"Ol
12/20/03] 3 |announice the relay and he said no he had not. But| 12222108 § proceduires.
domesltrated knowledge and
the way the phone was answered she could tell understanding of proper res
that they know it was relay services. ! ing of proper procedures.
3402
VCO user complains that CA is not connacting
her calls correctiy and she is unable to .
1272203 1 communicate with her daughter each time she 1272303 |MN retay has no CA with this number.
3409 encouniers this agent,
{B upset because she said OB wasnt Reviewed the importance of never
12/22/03 5 |understanding her and she did not feel the CA 12/27/03 |disconnecting a caller as well as
2778 was relaying properly. refaying feslings as best possible.
2778 [ 1222003 16
Cusl:orner reqmsts someorte from relay Spoke with the cust who slated
17zi08| 35 adminstration call them back about fraudulent 0S/19/04 |these calls :ﬂa"m he caied
calis lo his business thraugh relay placing order Sprint fela l:ol :Foom” plain r
5459 with bad credit cards. P y :
TT reautts - Unfortunately there is not
enough information on the ticket to
3 IL VCO cusiomer axperiencing gartling. TT 95727 investigate. | could nat defermine
! 03| 1443838, o4 where the agent was sltting to
investigate the hardware. Suspeci
was a bad connection at the CO.
3414
Agent sent ringing 1...and then slopped typing for Coached CA on keeping customer
12128103 4 |afong lime. Customer asked whal was going on | 12/02f03 |informed with appropriate progress
and then agent typed (F) and then stopped. reports.
6807X
Agent coached on proper procedures
6R08X 12128103 17 |Customer says agent was nxde. 12/29/04 and not being rude.
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Complain Tracking for Illinois

Tracking | Dateof | Cat. # Nature of Compiaint Date of Explanation of Resolution
# Compl. | Compl. Resolution

CA said she did dieabie turbocode and
customer apparently was still receiving

Celier was very upsel with sarvices when caller 01/04/04 garbling. CA was able fo demonstrate

123003 3 | ased CA to disable turbooode and CA did ot cofrect turbocode disablement,
Account Manager foliowed up with the
cusiomer.

2787 ‘
Customer stated that the CA wasn't patiert, .
-~ os/18/04 | 17 Hiendlly, ar willing to aasist on call processing, 12/04/03 |Agent wae coached on not being rude.
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Complaint Tracking for illinois

January 2004
Tracking | Dateof | Cat ¥ Nature of Complaint Date of Expianation of Resolution
# Compl. | Compl. Resolution
Customer cafled to let us know CA typed hung up .
010104 | 17  |to her daughter when she was trying fo placea | 01/01/04 |86 T”ngxi:?;lfm"s'fb“ -
B816X cal. SUPeNvIso P.
Operator hung up on customer while redialing to .
010804 | 5 |leave her message. So operator did not tef 01108104 |0 2060t "“"'l':]’:' provided 0 no follow
customer whether of not her message was lefl. up was possioie.
6820X
Custorner was angry because the business she :gtent rci:: : v dm :;ni m: 5 j::i;nb; nd
01/08/04 4  |calied was closed and relay did nat telf her the 01/08/04 ge“ 9
time remaining transparent white call was
6821X on process.
Customer states that it was very hard for the vaice mﬁ:ggﬁ';mg:ﬁ :: dt:‘:
01/39/04 ] mpersmlay a,g?mat she was calling to understand the 0114/04 miake sure that the headset fs always
34804 adjusted accordingly.
Customier upset thal she diats 711 from her house TT results - System is functioning as
01/08/04 | 29 |and recefves TTY lones then ASCIL. Then an 05/25/04 |designed.
operator. She wants lo receive the opr first.
Custorner called in to let us know when she . .
01/1204] 27 |attempied to make a call using her FD numbers | 05/17/04 || | 25Ul - verified frequently dialed
list was avallabla for both numisers.
they were not available, TT 1474877,
3467J
. coacl to be
Catr st o v prcn. A iy e s et
D116D4| 3  |recoming but did not select the aption fora tive | 01721/04 [P ; :
on a8 instructed by caller before outdial Supervisor reviewed proper
pers - procedures with CA.
5462
. . Agent is aware af the policy and
onea| 5 3% iﬂf{:&i::;: 3:’;’:“:; he gets this 01/21/04 |consequences of hanging up on a
44187 ¥ ) customer.
Customer was not familiar with the relay sve and
thought it was solicitation from LD camier, When )
oii7ioa| 29 |ihe customerwas taiking lo herselt about how she| 17/ :xu;t;ained :Ldﬁ:eg:tmag;r:tgﬂﬁ;
the customer was handlign the call and toid the i g
agent nat to type what she was saying the agent gent.
eveything.
6826X typed eveything
Customer was not famillar with the relay sve and
Ine cuslomer was fakingto ersel axut o e Gustomer ci not ge agent pumber -
oIA7I0a|l 2 the customer was handiign the call and told the 0117/04 :;:&lmmdtwe were not able to foliow up
agent not to type what she was saying the agent agent.
—— typed eveything.
Opr didn put & GA and customer got frusirated Supervisor coached agent on making
04/21/04 waiting for ®. Then operator didn'l send person 01722104 sure GA is sent at the appropriate
hung up GA o SK and customer didn't know if time. Also coached agent on sending
7846C they were stifl on the line. correct macios.
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Complaint Tracking for Illinois

Tracking [ Date of | Cat. # Nature of Compiaint Date of Explanation of Resolution
# Compi. | Compl. Resolution
TT resutts - Tech made several test
calls but only experienced one garbled
character. The Adtrans have been
otzans| 28 Customer was angry thal there was garble on her instailed for gver a year, 50 If the
cali. customer has only been experiencing
garbling in the last few monihs, it may
|be due to a change on their
i t.
2825 eqpmen
VCO customer says cafl was transfered in from ﬁ;’:!:nsl: Unabl't:“lo ::’: "cat:ion and
oeiod | 27 relay and when on the call with RCS there was not 05/26/04 WIO “éstogg"ed ita mmers ANI
DB info available and the cail showed as o usnn_g om
: and call populated with custorner
orignating in WI. information
3023 ’
Customer stated call disconnected in process of Without CA 1D number no further
sas | 9173004 S | e mail retrieval, 01730104 | tian possivle.
CA stated they did not fully understand
. notes. Advised CA to ask for
o1/31/04| 3 2;2“”'“ stated CA did not fallow customer 01/31/04 |ciarification if notes unclear. Advised
’ of the importance of following
customer notes.
26838
VCO said she told the CA she wanted to make . "
0172804 5 |another call and the GA hung up on her in a rude | g213/04 |Pok® ﬁh agent "jf':d'”g proper caf
2834 manner. f 9P )
2834 (| 01/28/04 17
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Complaint Tracking for llinois

February 2004
Tracking| Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compi. Resglution
The customer wanted to speak o this CA to
clarify the email address from a customer in West
020504 | 21 |Africawho called in to purchase her prodouct. | | 02/11/04 gmggs:hg;“ on mel:::?ea::r _
explained the relay protocol of privacy of relay ym typing address.
calls and we may nol be able {o provide this info.
2843
Customer states she does not like the new policy
that agents all seamns to be doing recently. They Advised training department of this
021304 21 are interrupting calis more than ever typing (no 0517/04 issue.
background noise or Sitence in background.
J094X e
The customer calied to say they were very angry :s:kag for tmpnrz:rbeﬁragalnu:ﬂb:as
02/14/04 1 becaCA use they had to repeat the number 3x lo the iiegible. Reviewed proper procedures
5468 ’ with CA.
CA advised that was absolutely in
02/14/04| 17 |Voice customer concemed that CA was rude. 02/14/04 |oppostition of relay pratocol and
2860 cautioned her against that,
CA dialed CA and asked for address.
Customer asked agent to call DA and asked for DA bransfered Lo recording gr\.rlng
number only. CA states they did not
o2/21/04 3  |persans address only no phone number customer | 02/21/04 | .
. at aqent and disconnected disconnect caller. Reviewed follow
' b custorner instructions. Reviewed not
disconnecting caller,
6881X
881X | 02/21/04 5
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Complaint Tracking for lllinois

March 2004
Tracking| Dateof | Cat. ¥ Nature of Complaint Date of Explanation of Resoluion
# Compl. | Compl. Resolulion
525 customer called to report thal all 525 oprs
were bust 60 customer was ranslerred to a Supervisor siates she did nat assist on
reguiar operstor. Customer asked to be speech call. Supervisor shows
0303041 D | enierred back to $25 and ssked for a 0104 | oxvtedige of how o transferred
supervisor to assist. Supervisor wid not fransfer to speech to speech calls.
525 and told cusfomer to hang up.
I156K
Met with CA who said because of the
slow typing tranmission woice persan
kept hanging up. He eaid then the “red
03/08/04 5 |Customer sald agent hung up on them. 03/08/04 inbound box a ed and Inbound
disconnected. CA did nat feel call
dro| .
2900 pped
The agent did not explain relay to voice person There Is not agent with this ld. Unable
03/23/04 4 |and they did not understand what she was lalking | 03/2304 |to discuss with agent. No further action
7734D aboul. possible.
Cailer could teli the agent was chewing gum and &
032504 | 21 |was distruitive and caller couid not concentrate | 0av25/p4 |1 2iked o operator and he understood
. that chewing gun was not permitted.
on what they were saymg.
77410
Cusfomer states her calling from number shows TT results - LEG working issue on the
3240K 0373004 24 incomectiy to reay. 05117104 cuslomer's end. Cased closed.
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Complaint Tracking for lllinois

April 2004
Tracking| Dateof | Cal # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer siated her daughter received harassing
0401/04| 21 |obscene catis through relay. Wanis to know why | 04/01/04 i'p'”;"mfgsp’mre and offered
CA's continue to relay such calls. &N S :
2834
Customer gave the agent the number to dial and 31'3“" "‘"hh:f 19;"‘ a"dbf"e Sta'eid
D4R5/04| 5 |waited a few minutes. Customer then sew the light| 04/08/04 |1eT® May have been problems getling
that indicates the agent hung up connecled with the TTY user. She
' understood the correct porcedure,
B8621D
Voice customer asked to speak o a supervisor. Spoke to agent who said inbound
Agent tald customer that she would have to call customer hung up. Reviewed proper
04/05/04 5 |refay customer service and proceeded to give her | 04/06/04 |procedures with agent. Sylerm timed
the number. Befora agen! finished giving the nbr out befare agent could finish giving
he disconnected the line. number, Agen! did not hang up.
2185X%
Caller is a receptionist for a relay center and said
agent announced call to her and then assumed Remindad agent not to assume but ask|
04/05/04 5 [that she was a relay operator Caller said she was | 04/05/04 |directly if person is an agent. Went
not a refay operatwr - agent renounced the cali over disconnect porcedures.
calller.
131K then hung up on er
Both CA's demonstrated correct
04/08/04 3 |TTY very upset that operators are not listening. 04/08/04 |porcedures invioved with disabling
2930 turbocade.
Customer complained that agent had insulted him Unable to follow with either agent or
6942X 04101041 7 during his previous call, 0410004 customer.
Customer gave the agent the number to dial and Agent is awara of disconnect
04/14/04 S |the asked the calling from number. The customer | 04/14/04 |procedures and to get a supervisor If
" got upset and the agent disconnected caller. sormething like this ocours,
Voloe person called for clarification on procedure CA recalied this call and was caached
when relay calls a busineas and asks the aperator on proper proceduras with the perso
041404 5 [iftheycan hoid. | explained the opr cannct get | 04/15/04 P pe
. requesting CA to hold. CA did nat
involvedt but can redefine role. She states the opr
just ignored her disconnect the call.
g
VCO customer experiencing problems making
loryg distance calle from work place for past two .
04/14/04| 33 [weeks. No probiam in past. Employer had Sprint | 05/04/04 '""”’dw J"’m number. Unabié o
1.0 account but call will nol go through Sprint )
Network via i relay.
280K Y
Cuslomer gave agent 800 number to dial, states Coached agent to be careful to dial
04/28/04 3 |agent dialed 630 - no excuse for such a careless | 04728/04 |correctly and to attend to the area
90210 mistake. code.
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Complaint Tracking for lilinois

May 2004
Tracking | Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
L Campl. | Compl. Resolution
VO user said she gave CA specific instructiona
0505/04| 3 |onhow to process the call and the instructions. | 05/05/04 ﬁ:f‘fm CA;::’"WM‘:;:'i“"‘i;,‘S
2571 were ot followed. ns When processing cals.
Customer stated that she was upset that when g:ﬂf exp""f"’f;f; he ;‘:’g:: ' "“:'d
05/2504 | 21 |talking to her client, the client know some of the | 05/25/04 |C Fratocal s lo ralay the backgrou
conversation customer made io other peaple information either fim or fn
: general o the TTY user,
2889
0970 The customer stated that the agent added "I'll call 05122104 CA was coachad on typing verbatim
5489 05/ o you lomotrow” when their party had not said that, and not adding any words.
VCO comptained that when she calls relay from ) . N
05/05/04| 21  |her business phone CA's are not quick about 05705104 |SuPeviser shared this complaint with
ning their handsets to hear her voice our trainer.
6995X ope :
TTY user calied 711 and the CA accused him of ﬁr mfd“ - d"x‘ﬂ:‘:':a' iy
05/0404| & |dialing the 800 voice number and loid him to hang | 05/04/04 |"° 9° I
and call via the 800 TTY number denies this cuslomer's right fo place
802N up & : his cal.
Tty user said they would like supervisor to call
05/7 them regarding CA disconnecting calis. She also 08/04 Coached on penalty for hanging up on
104 s comptained that a CA was chewing gum but she 04 customer.
. |did not have the agent's numbers.
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Datre of
Complaint
210/04
211104
312104
404

NFiod

329/04

4i12004;
415/04;
420104
4/8/04

412304

4'28/04

513104

53/04

51004

1104

514104

5/18/04

$123/04

£128/04

State
Pragiam

L

CapTel Complaints

Nature of Complant
Dialing issue
Echo Sounds

DisconnecURecennect duting a cail

Disconnect/Reconnec! during a call

Disconnec/Reconnect during calls

Connection: Captioned calis

Sound Quality

Disconnect/Reconnect during calls

Discopnect/Reconnact during calls

Billing 1ssue

Unablo to make captioned calls
during part of the evaning of 3/2/C4.

Unable {o make captioned calls
during pani of the evening of 3/2/04.

Disconnect/Reconnect during calls;

Echo Sounds
Disconnect/Reconnect during calls

Disconnecl/Reconnect during
calis/DTMF Tone Intaference

Disconnect/Reconnect during calls

Billing Issue

Disconnect/Reconnect during calls

Illinois

Explanabon of Resolubion or Statis

Collected inforrmation via email and provided te tech  2/11/04
suppart. Tech suppert configured a change to enable

calls to thal regional number.

Provided customer lips on echo, 2/11/04
Over the wite upgrade aranged and resalved issue.  3/3/04
Explainad to custorner why the disconnections might  3/4/04

be ocourting and sent leter on tips to minimize
disconnections. Told customer to contact us If have

further ouestions or croblems.

Faxed custemer disconnedtion tips. Learnad customer 3/17/04
has Call Waiting. Sent fax axplaining how to block

that as wall a5 other tios

Advised custormes to re-set unil. Discussed set-up. Did 3/29/04
test calis. Tes! calls for both outgoing and incoming

calls successful. C5 determined that customer or

other parties wara dialing 1800 relay number instead

of the CapT &l Captioning Service. Sent customer

Provided troublesheoting tips/suppott ongoing. 4/8/2004;
Recommended audio jack handset, 4115109
420104

Sent lefler with disconnection tip. Aiempled follow up  5/26/04
with customer on 4, 23, 4/28. Learned customer on

business fravel. Connscted with cuslomer 5/26,

Refarted case to tech support for futther investigation/
assistance with customet line interference. Ongolng
assistance from technical suppert to customer,

Extensive troubleshooling with customer. Test calls  4/29/04
with customar on 4/26. Follow up letter sant on 4/28.

Referred case to tech support for further investigation/
assistance with customer line iMerferance. Cngoing

assistance available from lechnical aupport.

Long distance caplioned calts will niot be billed to 4/26/04
customer until it's resclvad.
513104

Resolved overnight by Captioning Center/technicians.

Resolved ovetnight by Captioning Center/Technicians. 5/3/04

Emailad tips to reduce echo and disconnect/reconnect 5/10/04
to customer. Customer will contact us if need funther
Mailed tips Yo reduce disconnectireconnect to
customar. Custorner will contact us if need further

agsistance.
Customnar got fiter for DSL & received Disconnaction 5/17/04

tips/MM and Kurt put customet in Voicernail

databane,
Sent email explaining remedies on how to reduce the  5/18/04

occurrence of disconnectrecorinact. Customer will let
us kncw if need further essistance.

5/11/04

Long distance caplioned calls will not be billed lo 5/25/04
custormer until it's resolved.
Did inltial troubleshooting o find whal was causing 5/31/04

disconnection. Sent Disconnaction tips. Ongoing
supnolt o custornar avallable.



ﬁ IT A C Complaint Log 2004

Illinois Telecommunications Aceess Corporation
3001 Montvale Drive & Suite D »  Springfield, Winoie #2704

V/TTY 800-8B41-6167 = V/TTY 217-698 4170
FAX: 217-698-0942

June 28, 2005

Ms. Marlene H. Dortch
Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Rm. TW-B204
Washington, DC 20554

Ovemight Mail:  Airborne
RE: CG Docket 03-0123

and DA 05-1681,
Released: June 16, 2005

Dear Ms. Dortch:

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies
of the following:

o The State of Hlinois’ Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1, 2004 through May 31, 2005,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

e Annual Tally Report with total complaints by category.
A 3.5 diskette containing the Annual Complaint Log and Annual Tally Report is also enclosed.

In addition, Illinois Commerce Commission staff reported that no TRS or CapTel complaints
elevated to that agency from June 1, 2004 through May 31, 2003.
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June 28, 2005

Please contact me if you require any additional information.

Sincerely,

(itrgpetficon”

Patty Kress,
Assistant Director

cc:  Emma Danielson, Illinois Account Manager, Sprint Relay (without disk)
Christy Pound, [llinois Commerce Commission (without disk)
Joan Howard, Illinois Commerce Commission (without disk)
Dana Jackson, Federal Communications Commission (via email)

Enclosures:  Attachment #1: Four Copies of Annual TRS Complaint Log and CapTel
Complaint Log

Attachment #2: Four Copies of Annual Tally Report
1 - 3.5 Diskette

1 - Copy of FCC Public Notice DA 05-1681
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FS PUBLIC NOTICE

Federal Communications Commission News medis Information 202/ 418-0500
445 (2" 81, S.W. Fax-On-Demand 202/418-2830
Washington, D.C. 20554 TTY 202/418-25355
Internet: hitp://www.fcc gov
Np.fec.goyv

DA 05-1681
Released: June 16, 2005

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT
THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DUE FRIDAY, JULY 1, 2005

The Federal Communications Commission’s Consumer & Governmental Affairs Bureau reminds
states and telecommunications relay services (TRS) providers that they must submit their annual

consumer complaint log summaries for the 12-month period ending May 31, 2005, on or before
July 1, 2005.

To assist the Commission in monitoring the service quality of TRS providers, the Commission
requires state TRS programs and interstate TRS providers to maintain a log of consumer
complaints that ailege violations of the federal TRS mandatory minimum standards.! State TRS
programs should report all complaints made to the state agency, as well as those made to the
state’s TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate
Spanish relay, interstate captioned telephone relay, VRS, or 1P Relay are also required to submit
complaint log summaries. These summaries are intended to provide an early warning system to
the Commission of possible service quality problems. Additionally, this information allows the
Commission to determine whether a state or interstate TRS provider has appropriately addressed
consumer complaints and to spot national trends that may lend themselves to coordinated
solutions. This information further enables states to learn how other states are resolving
complaints.’

Complaint log summaries should include informmation pertaining to complaints received between
June 1, 2004, and May 31, 2005. Complaint log summaries shall inciude, at a minimum, the
number of complaints received that allege a violation of the federal TRS mandatory minimum

' See Telecommunications Relay Services and Speech-to-Speech Services for Individuals with Hearing and
Speech Disabilities, Report and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC
Rcd 5140, at 5144-5145, para. 9 {March 6, 2000} (Improved TRS Order); 47 C.F.R. §64.604{c)(1) {TRS
“mandatory minimum standards” requiring filing of consumer complaint logs).

? Improved TRS Order, 15 FCC Rod 5140, at 5190-5191, para. 122.



standards, the date of the complaint, the nature of the complaint, the date of its resolution, and an
explanation of the resolution.

We note that according to the data presented in the state complaint log summary submissions for
2004, approximately sixteen hundred complaints were reported that alleged a violation of one or
more of the Commission’s mandatory minimum standards for TRS, Over seventy-seven percent
of all complaints alleged violations of the operational mandatory minimum standards and
stemmed from the interaction between the calling party and the communications assistant (CA).
We therefore remind TRS providers and state administrators that their CAs must, among other
things, be knowledgeable of TRS procedures, follow customer’s instructions, and continue 1o
keep callers informed about the progress of their call.

All filings must reference CG Docket 03-123, States and interstate TRS providers who choose
to submit by paper must submit an original and four copies of each filing on or before Friday,
July 1, 2005. Tao expedite the processing of complaint log summaries, states and interstate TRS
providers are encouraged to submit an additional copy to Atin: Dana Jackson, Federal
Communications Commission, Consumer & Governmental Affairs Bureau, 445 12 Street, SW,
Room CY-C417, Washington, DC 20554 or by ematl at Dana.Jackson@dfec.gov. States and
interstate TRS providers should also submit electronic disk copies of their complaint log
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using Word 97
or compatible software. The diskette should be submitted in “read-only” mode and must be
clearly iabeled with the State or interstate TRS provider name, the filing date and captioned
“Complaint Log Summary.”

Filings can be sent by hand or messenger delivery, by electronic media, by commercial ovemight
courier, or by firsi-class or overnight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor, Natek,
Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the
Commission's Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002.
The filing hours at this jocation are 8:00 a.m. to 7:00 p.m. All hand deliveries must be held
together with rubber bands or fasteners. Any envelopes must be disposed of before entering the
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol
Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should
be addressed to 445 12th Street, SW, Washington, D.C. 20554. All filings must be addressed to
the Commussion's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 12" Street, SW, Room TW-B204, Washington, DC 20554,

The full text of this document and copies of any subsequently filed documents in this matter will
be available for public inspection and copying during regular business hours at the FCC Reference
Information Center, Portals I, 445 12" Street, SW, Room CY-A257, Washington, DC 20554.
This document and copies of subsequently filed documents in this matiers may also be purchased
from the Commission’s duplicating contract, BCPI, nc., Portals 1I, 445 12" Street, SW, Room
CY-B402, Washington, DC 20554. Customers may contact BCPI, Inc. at their web site
www.bepiweb.com or call 1-800-378-3150.

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fce504@fcc.gov or call the Consummer &
Govemmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public
Notice can alsc be downloaded in Word or Portable Document Format (PDF) at:

* See 47 C.F.R. § 64.604 {c)(1).



htip:Awww Jee.vovicehidro.

For further information regarding this Public Notice, contact Dana Jackson, Consumer &
Governmental Affairs Bureau, Disability Rights Office (202) 418-1475 (voice), (202) 418-
0597(TTY), or e-mail Dana.Jackson@dfee, gov.

-FCC-
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{Date of Compia:nt )Nature of Complalnt

2004 - 2005 lllinois CapTei Complalnts

5 !Date of Reso!utlon - |Explanation of Resoluﬂon g

* Jun-04

{06!3194 Accuracy of caphons o 6f712004 Apologized for expenence noted Exp!amed procedure captxonlsts use to
generate captions; suggested future documentation of CA number should
accurasy concems anse in another call.

6/16/2004 Accuracy of captions: captioning 6/21/2004 Apologized for experience noted. Shared customer’s expressed concem

speed with call center personnel. Customer service asked for examples with call
errors with CA numbers and dates of catlls to discuss with the CA.

6/24/2004 Disconnectireconnect during calis 6/24/2004 Explained o customer why the disconnections might be occurring over the
phone and shared with her some suggestions on how to resalve them.

8/30/2004 Billing issue 6/30/2004 Explained bitling situation to customer.

6/30/2004 Disconnect/reconnect during calls 6/30/2004 Custorner added comma {,} after code for call waiting blfock. Customer
confirmed all is well now.

, L e e T C : : : Jul-04

7/612004 Disconnect/reconnect during calls 7/6/2004 Sent custorner |nformat|0n explammg the difference between a CapTel
phone and a traditional phone. Expiained to customer why
disconnect/reconnect may be occurring and sent tips to reduce their
ocourrence.

7/12/2004 Disconnectireconnect during calls 71132004 Tech support sent over the wire upgrade to enable prompts making
consumer aware of when disconnect/reconnect occur during the call.
information share on why disconnects can happen.

B/3/2004 Disconnect/reconnect during calls 8/23/2604 After |n|t|al troubleshootlng, customer reports the problem is resolved now
that she has moved it to another telephone jack.

81512004 DTMP Tone Interference 8/23/2004 Tech support adjusted DTMF tone pass through. Confirmed that the
resolution was successful.

82712004 Disconnectreconnect during calls B/2712004 Emailed explanation of disconnect/reconnect. Asked customer (o contact
cusiomer service if problem continues.

Sep-04




8/17/2004

Account login failure

9/17/2004

Unit's account activated. Unit now operational,

9/20/2004

Answer Time

9/20/2004

Informed customer that the CapTel service experience a unusual call surge
that shghtly affected the answer time. We apologized for any
inconvenience. Answer time for the day was met,

9120/2004

Answer Time

82012004

Explained to customer that dialing string staying in initial screen may be due
to an unusual call surge that slightly affected answer time. We apologized
for any inconvenience. Answer time for the day was met.

8/21/2004

Disconnectireconnect during calls

8/21/2004

After initial froubleshooting, customer's case and information about their
experience has been given to technical support for further investigation with
phone provider. Ongoing assistance available to customer from tech
support. '

9/22/2004

Disconnectreconinect during calls

9/24/2004

Tech support enabled reconnect prompt for customer to be aware of status
of connection. Customer will now see <reconnecting> prompt when a
disconnection has taken place and cail is being reconnected.

1052004

Disconnactireconnect during calis '

10/5/2004

Seﬁ{ cﬁstomé;infbrmation‘explaining the difference between a CapTel

Oct-04

phone and a traditional phone. Explained to customer why
disconnect/ireconnect may be occurring and sent tips to reduce their
occurrence, Customer said they will contact their phone company to have
them check the guality of phone (ine.

10/14/2004

Disconnect/reconneci during calls

1012212004

Telephone jack was defective. User moved CapTel to ancther jack and
incidence of disconnectreconnects ended.

10/19/2004

Disconnectireconnect during calls

10/18/2004

Gave customer tips for alleviating disconnections aover the phone.

1019/04

Disconnectireconnect during calls

10/22/2004

Advised customer to ask locat telephone company for line quality check.
Enabted <reconnecting> prompt to alen customer to disconnect/reconnect
in progress.

1042272004

Echo sounds

10/22/2004

Advised user of steps to minimize/eliminate echo. User took steps during
call and echo stopped.

Nov-04




111172004

Disconnectireconnect during calls

11/1/2004

Gave customer tips for alleviating disconnections. Customer notes she has
a security system and planned to explore the impact of this system.

11/5/2004

Accuracy of captions; speed of
captions

11/5/2004

Contacted customer for further detail. Forwarded the complaint detail to cail
center director for follow up with the CA. Captioning speed well abogut FCC
requiraments.

11/18/2004

Disconnect/reconnect during calis

11/18/2004

Gave customer tips for alleviating disconnections. Customer to contact
phone company to have them check phone line quality.

11/18/2004

Disconnect/reconnect during calls

11/19/2004

Explained to customer why disconnect-reconnect might be occurring and
sent letter with tips to reduce their sccurrence. Also suggested contacting
phone company to check the quality of the phone line.
Disconnect/reconnect rarely occurs after the phone company checked the
quality of the phore line.

11/22/2004

Disconnectireconmnect during calls

11/22/2004

Gave customer tips for allevieting disconnections. Customer to contact
phone company to have them check phone line quality.

12/10/2004

Disconnect/reconnect during calls,

echo saunds

12/10/2004

- Dec-04

Gave customer lihs for allevialihg disconnections, and for alle#iating echo

sounds of user's voice. Customer to contact phone company to ensure line
quality for data kransmission purposes.

1212012004

Disconnect/reconnect during calis

12/20/2004

Explained to customer why disconnect-recannect might be occurring and
sent email with tips to reduce their occurrence. Suggested contacting
phone company to check the quality of the phone line. Sent information
explaining how EMI and routing of calls can affect the quality of the data
connection.

1212712604

Dialing issue

12/28/2004

Technical support corrected regional 800 number. CapTel user can now
successfully make captioned call to these 800 numbers. Remedy provided.

o Jan-D5

1/12/2005

Disconnect/reconnect during calls

THAI2005

Explained to customer why disconnect/reconnect might have occured
during captioned conference call and sent emait explaining what causes




discomect/reconnect,

1/19/200% DMTF Tone interference 1/19/2005 Tech suppent adjusted DTMF tone pass through. Confirmed that the
resciution was successful.

142472005 Echo sounds 1/21/2005 Software update provided along with tips on how to reduce incidence of
experiencing echo sounds. Customer confirmed echo resolved.

1/28/2005 Disconnectireconnect during cails 1/31/2005 Sent letter to customer with information on what can cause disconnections
and provided suggestions for alleviating disconnection problem.

R S e T R S . ..no T Feb-08

271112005 {Disconnectireconnact during calls 2111/2005 Customer advised of cause and tips to minimize/eliminate
disconnectireconnect. Customer will contact telephone company.

211542005 Disconnect/reconnec! during calls 2/15/2005 Explained to customer why disconnection/reconnection might be occurring
and sent email with tips to reduce their occurrence. Advised customer to
cantact their phone company to assess quaiity of line.

212412005 Accuracy of captions 212612005 Collected customer's feedback and said that shared the complaint detail
with CapTel service management staff. Also recommended customer to
provide customer service with problematic call details, including CA number,
time ang date of call. Sent customer letter explaining captioning process,
thanking them for feedback, and advised them to contact us if they
experience future incidents.

i 2 . o JoErial ot BT s - I v o ) o Mar-05

3/14/2005 Discaonnect/raconnect during calls 3/14/05, 3/18/05, [|Sent information about disconneci/reconnects and tips to reduce its

411105

occurrence to building manager. Building manager said that maintenance




will install a new wall jack. if disconnectreconnect continues, they will
contact phone company to check the quality of the line. Phone tech tested
line from customer's apartment, found no problem, but did replace wall jack
as it had been painted over and seemed not to be in perfect condition. Also
respliced wire connections to assure good connection. Test calls between
tech and customer were satisfactory. Customer satisfied at this lime.

3/15/2005 DMTF Tone interference 3/15/05, 3/21/05 | Tech support adjusted DTMF tone pass through. Confirmed that the
resolution was successful.

372812605 ina—biﬁty for Cap?ei users to reach 3/28/2005 Reported problem to toll free network provider. Problem resclved the same

the data toll free number moming. Customer service representative confirmed with customer that
they are able to make calls.

3/28/2005 inability for CapTel users fo reach 3/28/2005 Reported problem to toll free network provider. Problem resolved the same

the data toll free number moming. Customer service representative confirmed with customer that
they are able to make calls.

3/28/2005 inability for CapTel users to reach 3/28/2005 Reported problem o toll free network provider. Problem resolved the same

the data toll free number morning. Customer service representative confirmed with customer that
they are able to make calls.

3/28/2005 inability for CapTel users to reach 3/28/2005 Reported problem {o toll free network provider. Problem resolved the same

the data toll free number morning. Customer service representative confirmed with customer that
they are able 1o make calls.

3/28/2005 Disconnectireconnect during calls 3/29/2005 JCustomer service sent suggestions for alleviating incidence of
disconnections, and then sent follow up suggestions for contacting phone
company. Alse advised progressive unplugging of devices from phone line
to determine whether a specific device could be a potential cause of
disconnection on the line.

SR T R R R T L o oo AprdS

4/11/2005 Billing issue 4/11/2005 {Expiained billing situation to customer.

4/18/2005 Disconnect/reconnect during calls 4/21/2005 Explained cause of disconnect/reconnect and suggested custoner ask local

phone company for line check.




4/20/2005

Caller 1D shows number but not
name

4/20/2005

Explained cause of disconnect/reconnect and suggested customer ask local
phane company for line check.

412212005

Disconnect/reconnect during calls

4/22/2005

Shared with customer information explaining the difference between a
CapTel phone and a traditional phone. Expiained to customer why
disconnectionfreconnection might be occurring and sent email with tips to
reduce thelr occurrence.

4122/2005

Incoming Connection - Captioned
Calls

4/29/2005

Tech support identified and remedied the circumstance with a sysiem
change on 5/25/05 and customer was notified.,

4/2G/2005

Incoming Connection - Captioned
Calls

5/212005

Tech support identified and remedied the circumstance with a system
change on 5/25/05 and customer was notified.

T o T — s — —
CT T S A+

. May-05

522005

Disconnect/reconnect during calls

579105, 5/25/05

Cause and potential remedies of disconnect/reconnect explained to
customer. Customer asked to log time/date of problem calls for further
investigation. Tech support identified and remedied the circumstance with a
system change on 5/25/05 and customer was notified.

5/4/2008

Disconnect/reconnect during calls

5/4/05, 5/25/05

Cause and potential remadies of disconnect/reconnect explained to
customer. Cuslomer asked to iog time/date of problem calls for further
invesligation. Tech support identified and remedied the circumstance with a
system change on 5/25/05 and customer was notified.

5/5/2005

Cisconnectireconnect during calis

5/5/2005

Sent customer information explaining the difference between a CapTel
Tphone and a traditional phone. Explained to customer why
disconnect/reconnect may be occurring and sent letter with tips to reduce
{their occurrence. Also suggested contacting phone company to check the
quality of their phone line. Customer lafer reported satisfied with CapTel
nerformance.

51242005

Disconnect/reconnect during calls

5/13/2605

Explained to customer why disconnect/reconnect might be occurring and
send email with tips to reduce their occurrence. Customer later confirmed
all is wall.

512712005

Dialing issue

52712005

Technigat support corrected reglonal 860 number so Cap Tel user can
successfully make captioned calls to 800 number. Remedy provided.




Date of Compl.

Nature of Complamt

- Date of Resolution.

Explanatson of Resclution

Customer explains CA dld not fonow her

Apologized and told customer that the supervisor would be nofified.

6/12/2004 6/12/2004
instructions. The customer states she specificalty Supervisor met with CA to review procedures and follow customer's
told her not to announce or explain refay. The instructions.
instructions were ignored. The customer wanis
the CA’s supervisor o write 2 letter explaining the
action that is being taken.
06/14/04 Agent 5125 was said to be "rude”, didnt respond 06/18/04 CA coached by supervisor to keep users informed throughout the call.

with any info and hung up on the caller. Thanked
caller for the notice. No fallow up,

CA was also coached on proper disconnect procedures. No further
foltow up needed.




Date of Compl. |Nature of Complaint - L Date of Resolution- |Explanation of Resolution

07/01/04 Caller was upset because SRO CA was not re5pond|ng 07/01/04 Asked TTY user if they would like to be tfansferred to customer service.
Caller kep asking CA if they were there and there was no TTY agreed. Transferred call.
response. Apologized to TTY user and advised them SRO
may have been having technical difficulties due to servers
or delayed response,

07/01/04 Customer states she was very specific in her instructions, 07/06/04 Apologized. Advised the supervisor would be notified. Pulled operator for
and the CA did not follow them. The customer advises she a discussionh. Operator remembered this call and the circumstances.
told the CA to tell the receptionist to get a specific person The operator asked for the specific person requested, and was
on the line so she could speak to her directly. The connected to voicemail by the receptionist. On the call back, operator
receplionist transferred the customer to voicemail. The asked for the person, and the receptionist put call through again to
customer is extrernely upset that her request was not voicernail anyway. Reminded operator of the absolute importance of
fottowed, and she wants the supervisor to contact her by following customer's inslructions.
email or try 1o discuss this matter further.

07/05/04 TTY vser made a call, when done they wanted to leave a 07/10/04 Apologized to customer. Customer does not require follow up. Reviewed
message on another phone number. Customer stated the situation with CA. CA is aware that at no time should he hangup on a
CA hung up on them. customer, however he does not recall anything about this situation.

07723104 Voice person calied to VCO user and told operator it was af 07/30/04 Told the customer this information would be passed to their supervisor.
VCO. Operator did not process the call correctly. VCO CA was coached on proper procedures. CA did follow standard
kept saying GA GA GA GA and the operator did not set up procedures for this call. No further contact requested by the customer.
the call.

07123104 VCO caller had a note in CDB that the FD # was for VCO 07/30/04 Apologized for the problem and said | would have the CA’s supervisor
to TTY. VCO asked CA to dial for VCO to TTY but CA did review DCB and FD procedurs and | dialed the call using FD.
not use FO, CA asked for NBR to dial. Unfortiunately, even though | had locked the call | got inbound disconnect]

ljust as call rang out so call was not completed. CA was coached on FD
numbers and procedure to follow when name given and no phone
number. No further contact requested by customer,

07/31/04 Customer said that the agent was {06 stupid to understand 08/16/04 Apologized to the customer for the time and trouble. Customer does not

to dial the Chicago lllinois directory assistance with the are
code she gave the agent (312). Instead, she dialed the
wrong area code and was aiso rude to the VCO user.

request follow up. CA coached on proper procedure. CA followed
procedure.




Date of Compl.

Nature of Complaint . , - Date of Resolution. {Explanation of Resofution :

08/02/04 TTY user made a call and was on hoid After the macro 08/02/04 Supervisor apologized for inconvenience and told it would be forwarded
finished CA typed "(what Q)". The TTY user explained to appropriate center,
what Q meant and after waited for a CA to re-send holding
macro. Operator did not send any message or holding
macro. TTY user tried to find out if they were still on hold
but CA did not respond.

08/04/04 Customer was not satisfied with operator's knowledge of 08/04/04 Apologized to customer. Cperator was coached on proper call
procedure. In customer notes it says do not type the ans processing procedure.
machine recording, so the operator sends "go ahead and
leave message,” then operator types "no answer".

08/06/04 Customer was calling an‘outbound answering to leave a 08/24/04 Apologized to the customer several times. CA coached on proper
message as the CA was leaving the message he did not answering machine procedures.
send any macros and did not let the customer know that
he was leaving it.

08/06/04 Customer called the relay to file a complaint against 08/16/04 Apologized to the customer. CA coached on proper procedure. Sent
another CA and requested a supervisar. CA failed to email to customer.
inform the customer that she was receiving assistance so
the customer decided to file a complaint against CA 5148
as well,

08/06/04 Caller said agent did not follow their instruction for the 08/16/04 Apologized for the problem and sent the complaint. CA advised to follow
call. customer instructions.

08/15/04 IL VCO customer says that when she was given the "GA" 08/23/04 Apologized for the problem and explained that a complaint would be
to leave message she did so then agent toid her she was written up and sent to this agent's supervisor.
redialing to leave message. She had already left message
and wondered why agent was redialing to leave message.

08/19/04 TTY user called in complaining abott the service on Sprint 08/23/04 Apologized for the service. Discussed call with agent. While customer
Retay Online. Agent 7909F diconnected the call. Customer was speaking, agent received red disconnect box. Advised agent that if
was very disappointed in SRO but when on to say that it she had a problem with a call, to contact a supervisor at that time.
might be a problem with the actual computers in the
centers.

08/19/04 TTY user complained about service on Sprint Relay 08/23/04 Discussed call with agent. Advised agent that if she had a problem with

Oniine. Agent 1116M disconnected their call.

a call, to contact a supervisor at that time.




08/23/04

Customer was upset that the CA would not answer why B/30/2004 Discussion with CA. CA handled call correctly.
thie CA did not receive the nbr the first time.
The CA did do the call correctly. There is no consumer contact info for
foliow up.
08/25/04 VCO unabie to dial 800 number through IL Relay with MN 08/30/04 Apologized for problem encountered advised complaint and trouble
aperator. Line always busy. Operator tried for 90 seconds. ticket would be entered. Tech called. Made test calls onto the floor and
Customer states it is very unlikely the line was busy for all connected each time,
that length of time. VCO customer believes the problem is
with specific call center,
08/25/04 VCO customer unable to dial 800 number via Relay. 08/30/04 Apologized for problem encountered. Advised complaint and trouble

Number is for entire state of lilinois but call would not go
through using Regional 800,

ticket would be opened. Tech stated that line had been discornected
and no longer in service.

Center dealt with issue. There is no consumer contact info to conduct
follow up.




Date of Compl.

Nature of Complaint .

Date of Resolution

Explanation of Resolution

10/13/04

VGO CALLER COMMENTS "Agent 4040f didn't respond
} waited one minute before she sent the number | was
calling. | voiced again, and this agent didn't respond. She
doesn’t kKnow what she is doing.” Response: "Thank you
for your fead back. | will pass this information to the call
center manager for follow up.”

10/26/04

Agent 4040f didn't remember this particular call. However, the agent was
coached on VCO call procedures and was reminded ta signal with her
red cup if she needs assistance.

10/14/04

Nature of complaint: CA played game with me by typing
too fast, then too slow. [ cailed her a bitch and told her it's
an emergency. Call my dad. | interrupted her andg cailed
her a bitch. She ignored me. What's up with her. Is she
sick of me? Response ta customer. The supervisor will be
happy to document this situation discussed with the CA
mentioned. Apologies for the inconvenience this caused.
Is follow up necessary? yes e-mail

10/16/04

Met with operator and she couldn't think of any reason why she would be
delayed on her typing uniess there was garbling on the screen. She
understood she was to dial out numbers and respond properly and will
continue to do her best. e-mailed customer10/19/04 and informed her
that we met with the operator. Thanked the caller. Faxed to SC Relay
10/15/04

10/20/04

Nature of complaint: Voice caller gave CA a number to
dial, explained her mom is VCO and may answer with an
agent. Dialed outbound said go ahead (not respansive)
said go ahead again, then hung up. Voice caller said
what's going on, redial agent redialed. The outbound VCO
ans. Go ahead (no response?) Inbound was upset and
tunt up. Response lo customer:Apoiogized to customer.
Informed her this would be forwarded to the agent's
manager . Is follow up necessary? no

10/27/04

Agent was coached on proper procedures.

10/26/04

TTY CUSTOMER COMMENTS:; 1 gave agent 5150fa
number to dial. | don't believe she reached a TTY. The
operator dialed the number and got a voice person. | don't
believe agent 5150f diated the number given.” CSR: "My

apologies for this problem Would you like a call back aften
th #

10/28/04

10/28/04

Agent 5150f followed proper procedure.

Caller says her Caller 10 Block is not working. Her numbet|
is being transmitted even though her number is
permanently blocked in the relay system. RCS response: |
apologized for the problem and opened TT 100 1841264
Follow up is required for problem resolution,

05/28/05

Called on B/7 at 10:07 aM, 6/15 at 10:13 AM, 6/16 at 12:08 PM and
there was no answer nor a answering machine. Contact is closed.




10/28/04 TTY CUSTOMER COMMENTS: "Agent 1545 told me DA 11731104 Agent 1545 foliowed procedures when informing this custorner that DA
is not allowed ihrough refay.” CSR: | Apolagize for your was not allowed from their calling area, per compiiter message.
incanvenience. | will be sure to inform the agent's
supervisor for follaw up.

10/31/04 VCO CALLER COMMENTS: "I asked agent 1630f to dial 11/01/04 Agent 1630f followed proper procedures when informing the customer

DA. The agent told me the computer would not allow
dialing to DA.” CSR: "My apologies.”

that the computer message states "DA not available from this area.”




Date of Compl.iNature of Complaint - - : ... |Date of Resolution_{Explanation of Resolution-
11/02/04 The line was answered by a recorded ans machlne CA d;d 11/22/04 CA followed proper procedure.
not gender it because it was a recarding. The TTY user
asked if it was a male or a female voice on the answering
machine and the CA would only tell her that it was a
recorded message, not M or F.
11/02/04 Frustrated with Relay Online. It takes a iong time for the 04/15/05 Account Manager is aware of customer's concerns.
agent to type back, also the agent thinks the TTY had hung|
up when they are stiil there.
11/05/04 Customer was upset about the delay for VCO users. She 11/05/04 Thanked the customer for compiaint and apologized. The customer was
was also upset about her frequently dialed information. upset with the responses of thank you and sarry and she disconnected.
11/10/04 Customer reports CA dialed number requested then CA 12/09/04 Apologized for problem encountered. Advised complaint would be
typed "hold now transferring”. Cali was received by Relay forwardd to Act Mgr.
Customer Service. Customer does not understand why caill
was transferred to Relay Customer Service and no No CA (D provided, Unable to determine CA's location,
explanation why CA did so. CA did not follow instructions.
Customer reports continual problems to CA's and requests
all CA's be trained properly.
11/11/04 Agent did not keep VCO caller informed and kept typing 11/11/04 CA coached on proper VCO and disconnecting procedures, and how to
(VR msg left} GA or SK. The caller was never given the handle a request for a supervisor.
chance to say what this msg was. Caller asked to speak to
supervisor and was disconnected.
11/23/04 Voice person told operator that the VCO wouid answer 11/29/04 Met with CA; said the remembered the call. Also said she got confused
with hello. VGO bung up. when VCO answered the phone. Went over call steps with CA. CA
properly demonstrated correct knowledge of call processing at end of
11/24/04 | tried calling my deaf mother whao is a VCO caller. | told 12/14/04 CA refreshed regarding proper procedure.

the operator she would answer VCQ. The operator dikd not
listers and did not put the call through. Instead they said it
was a voice caller answering and hung up.




Date of Compl.

Nature of Complaint = .7 .0v IDate of Resolution{Explanation of Resolution ST s

12/02/064 Was told by agent 3893 that its not possnbie to transfer 12/02/04 | explained that due to Ismsted technical capabli:ty Relay centers is unable to
him to Sprint acct mgr. Also, wanted to placed a TTY to transfer to Sprint Acct Mgr and provide him Emma Danileson's phone nbr. |
CAFTEL. Since several agents would not be able to aiso attempted to expiain that TTY to CAPTEL is not possible thru Relay. | aiso
place the calls and others were able to. Even he was refered him to Emma as to why Relay can not process TTY to CAPTEL for
toid that this type of call is not possible and yet some further explanation. The customer did not request a follow up.
agents were able to process the call. He had 1o instruct
the agents how it work in order for agent to place the
calls,

12/06/04 CUST SAID THERE WAS A LOT OF GARBLING. 05/31/05 Agent does not remember call. Reviewed procedures with agent.

THEY ONLY GOT "CRACKING UP" THEY GOT
HUNG UP ON. CUST STATED, WHEN SHE
ATTEMPTED TO INTERRUPT THEM CA WOULD
IGNORE HER. | APOLOGIZED FOR HER
INCONVENIENCE AND TOLD HER SHE WOULD BE
CONTACTED.

12/06/04 Agent did not follow customer’s instructions to let 12/16/04 Agent attempted o explain fo customer that relay sends a macro with IRC in it.
outbound TTY customer know it was L relay and to tap Agent did not think to just nat send the macro and instead to type out [liinois
keys so outbound would know to use TTY. Thanked Relay Center to customer. Coached agent to ring for sup if confused by
customner and said } would forward their comments on. requests.

No follow up needed.

12/09/04 Customer stated that this agent did not follow his 12(14/04 CA does not specifically recall this particular call. CA was coached on proper
instructions. The customer specifically told the agent procedure regarding " do not announce and do not explain®
not to announce or explain relay and the agent
explained relay anyway. Apolegized for the problem
and assured that the complaint would be sent in as
stated so that the problem could be investigated
further.

12/25/04 Agent did not let customer know what was going on 12/25/04 Person that answered phone was not familiar with relay and hung up. Agent le!

during call; no response from relay. Apologized and
said would foilow up with agent and lei customer know.
customer would like a phone call regarding outcome;
however, no phone number was provided by TL taking
the complaint.

customer know person hung up and there was no response from the TTY
user. After appropriate procedures were followed with no response from the
I'TY user the agent hung up.




Date of Compl. [Nature of Complaint - o Date of Resolution §Explanation of Resolution

01/04/05 Agent dialed wrong number. Apologized for 01/05/05 CA 1831 was not working at that time.
inconvenience and would pass on to immediate
supervisor. No follow up needed with customer.

01/08/05 Agent dialed wrong number. Apologized for 01/08/05 Agent could not remember call. Reviewed proper procedures with
inconvenience. Customer will call back for follow agent. Customer called back at 2:21 pm same day. Told customer that
up. procedures were reviewed. Customer was satisfied.

01/09/05 Customer said the message was garbled after the 01/08/05 Operator was questioned about this. Garbling sometimes happens, and
number was given to dial. Customer said the when it does, the operator shoutd fill out a trouble ticket - this was
message remained garbled throughout the rest of expiained to the operator.
the call (Customer notes said to disable turbo-
code}. Apologized to customer and said a This was not the operator's fault. As no trouble ticket was submitted, the]
customer conlact would be filled out and sent to problem could not be checked.

01/16/05 A person called to say that when dialing her 04/07/05 i made several test calls to this number and reached the mother
mother at 708-846-3320 she was being connected directly. She said that her daughter has called her and it was working
to the lllinois Relay Service. When | made a fine. It must have been during that time when her LEC was having
couple of test calls to the number | got a recording iproblems with their network, The case is closed.
saying, "We're sofry your call cannot be completed
as this time. "l suggested she call her LEC as
well.

0417105 FL voice caller using ILRS {oll free number and 03/64/05 Called the customer on 6/13 at 3 PM, 6/14 at 11:15 AM and 6/14 at 4.45
711 from FL, unable to use her prepaid ATT PM. Leflt a message each time with my number for the customer ta call
calling card, to reach IL TTY number but can call me back. Have not heard back from her yet. Case is ciosed.
number direct. Customer checked with ATT ppd
CS/Supervisor, who got same respaonse. | test
called through ILRS with CA and the card verified
585 minutes left to use but only got 2 beeps after
ringing 3 times to number. | was unable to connect
to the same number direct with card. | spoke with
ATT ppd CS who said it appears to be routing
issue with LEC. | was able to reach a different
aumber using the ppd card dialing direct.

Apologized far problem, referred customer to
check with LEC also. TT#2313537 Customer
wants contact with resolution,
01/18/05 TTY customer stated that the operator refused io 01725105 CA coached on proper procedure for disabling turbo code and reading

disable turbo code per database instructions. ALso

database notes.



stated that when they gave the operator a number,
the operator would send sk and send (UR MSG
GARBLED) macro and then disconnected. TTY
customer felt that there was ngo garbling and the
operator was just refusing the call. Customer does
[not wish further contact. Thanked customer and
apologized for the situation.

(31/18/05 Tried to call in to SRO numerous times. Kept 01718/05 Met with agent, and she remembered the call. Agent stated that the
reaching agent 3022F. She wouldn't place the call customer kept calling thru the French-Creole gate requesting to place a
and gave him a hard time about it before hanging jregular English to English call. She informed the customer that she
up on him. He said this happened five times. could not follow up with her request. Let agent know that if a similar
Apologized for inconvenience. No follow up situation like this one were 10 happen again, to get a supervisor so they
needed with customer. can inform the cailer that they are reaching the wrong gate.

01/23/05 TTY user reports that agent did not process call 01/25/05 Agent does not remember call. Reviewed proper procedures with agent.
per instructions. Requested agen tto leave typed
msg on ans mach but agent did not respond to
TTY user's questions & did not keep caller
informed then disconnected without sending “ur
msg left.” TTY user was unsure if msg was
received or not (apologized for problem
encountered) Customer did not request contact

£1/23/05 CA would not give name of person on the 01/23/05 Letter sent to customer. No response received.
answering machine. Apolgized for inconvenience;
said would iet the CA's supervisor know, Customer
would like follow up by mail.

01/24/05 Voice customner said that she had placed a call to 01/24/05 No CA 1D number provided for foliow up | apologized for the rude tone. |

her Grandmother who is a VCO user. She said the
CA would not answer her questions or let her
know if the message had been transmitted okay.
She said the CA told her she could not be part of
the conversation. She said the CA had a rude
tone, was not heipful and would not answer
questions directed to her. Customer did not have
the CA ID number

also explained how CAs are to remain transparent on calls and cannot
become involved in conversations. | also suggested in the future that if
she does not get the CA ID number when placing the call, she can ask
at any time during Relay for the ID number and CAs are required to give
it




(1/26/05

VCO user complains that agents should be able to
tell them what was said after a call has hung up,
as vital information may be lost. | apologized for
the problemn, explaining relay is bound by stringent
guidelines and contracts we must adhere to.
Customer does want contact from account
ranager.

03/07/05

| sent an e-mail to the customer explaining our policy that agents cannot
tell them what was said after the hearing party has hung up. The
customer stated that she is aware of our palicy, but is concerned about
situations where the TTY user has gotten garbling in the last thing said
by the hearing party and then doesn't get to follow up on a request by
the hearing party. The hearing party would not know this happened and
it could cause problems for the TTY user. Customer still feels that this
policy could be changed.

| communicated with the customer via e-mail about our policy and she
stated that she is aware of our policy, but is concerned about situations
where TTY user has gotten garbling in the {ast thing said by the hearing
party and then does not get a follow up on a request by the hearing
party. The hearing party would not know this occurred and it could
cause prablems for the TTY user. Customer still feels that the policy
could be changed.




Date of Compt.

Nature of Complaint .~ =

{Date of Resolution

Explanation of Resolution -

02/01/05

Customer advises the operator was rude and the pmnacle
was when the operator toid her to shut up. The customer
stated she explained that there cannot be a ity to VRS call.
Apologized. Follow up requested.

02/03/05

2/1/05 and 2/3/05 - Met with oper and she did not recall tefling the VRS
interpreter to shut up; however, she did have a firm voice lone, Informed
her of the consequences of being rude to customers and to be aware of
her voice tone. Also coached her that we do not process TTY 1o VRS
calls. Emailed to VRS explaining the resolution on 2/3/05.

02/04/05

i. VCO user dialing IL TTY number complains she keeps
getting cut off by reiay for her incoming calls. She can not
communicate with her family. | apologized, provided the IL
VCO number, suggested she answer her calls as "Hello
VCO GA," and agreed to enter & trouble ticket. in test
calling her number, caller was unable to receive any typing.
Referred her to the state equipment program to have her
equipment looked al. TT#2354480. Customer does want
contact with resolution,

03/25/05

| spoke with customer's daughter who informed me that her mother
received g CapTel phone and she loves it. This has resolved her
problem and it has worked out well for her. She thanked me for
following up with her.

02/16/05

Autistic student is being taught 1o become independent and
calls to a toll free number for his bus transporiation. The CA
did not use reg 800, rather she told the customer the 800
number could not be accessed from the calling area. This
happened twice. The teacher was assisting the student. Thej
student also typed instructions: no shortcuts. A previous CA
lotd them that would ensure the CA didn't type
abbreviations. The CA told the customer she didn't know
what he was talking about. The call was frustrating for the
student and the teacher. Student needs consistency.
Apologized. Advised our standardized customer notes
wotid say no abbreviations. No follow up.

02/16/05

Discussed issue with CA who did remember the calt. CA states that they
weren't sure what the TTY was requesling with "shortcuts™ so CA asked
catler to clarify what they meant. CA also states that per customer
noles, CA followed different procedure o try to reach number given
(different #800). Went over procedures with CA regarding dialing #800}).
CA. is aware of how lo do #800 calls. Also suggested different phrases
to use when CA did not understand caller instructions.

02/25/05

lliinois tty customer complains that they could not read
agent's typing. They could read customer service clearly.

03/03/05

3/3/05 at 7:00pm Met with Opr and reminded her of how fo adjust typing
speed in order to decrease garbling. Opr now understands. Cust did not
request follow up.,

02/28/05

The agent didn't use reg 800. The customer's instructor was
overseeing several calls & states its “frustrating to reach
agents who do not know regiona! cailing procedure. it
seems to be a problem with the "6" center.” The student is
dependent on bus transportation, and he needs to become
confident in using his tty to contact them. Apologized.
Recommended that the customer ask for a supervisor when
the problem happens again. No follow up.

02/28/05

Agent did not remember the call. Supervisor coached agent on regional
800 procedures.




'Date of Comp§Nature of Complaint Date of Resolution |Explanation of Resolution
03/04/05 Customer gave agent the number to dial and the agent - §3/05/05 CA heard TTY tones while the call was rolling aver voice and ASCI
never responded to the customer, After several minutes tines. CA immediately switched to the TTY line in hopes to capture TTY
the customer hung up. | apologized to the customer and text across the screen however, to no avail, the atternpt failed. The
informed them would let the agents' supervisor know. customer disconnected the call according to CA. The above mentioned
Customer wants a follow up by phone call. complaint confirmed CA's statement. Had the TTY user stayed on a few
more minutes, the connection would have been made. Details of the
follow up call with TTY customer i5 pending.
I could not get a hold of the customer via phone. Called and left
messages on TTY user's answering machine on 3/4 @ 16:55, 3/5 @
10:15 and 14:15._ At the last attempt in reaching to the customer, | left a
msg briefly explaining what was discussed between supvr. and operator
and left our office nbr. if the customer has any further questions to ask.
This complaint is officially closed. 3/5/05
03/065/05 Customer states that the CA hung up on them before 03/05/05 Spoke with CA 1710 about this issue. He did not recall hanging up on
their calt was placed. RCS apologized for the problem. anyone. He said he had waited the appropriate time and showed
No follow up requested. knowledge of correct disconnect propcedures. CA remembered having
2 couple of those around the time the complaint was taken. For some
reason the dialing information must not have been received by CA 1710.
He does know proper procedures for disconnection without a supervisor
when he was questioned.
03/05/05 Customer states that CA disconnected them before their 03/05/05 The agent does not remember the call. The agent reviewed the proper
call was placed. RCS apologized to customer. No follow disconnect procedures and was advised on the cansequences of
up requested. deliberately disconnecting calls. Agent understood.
03/07/05 Customer told agent phone would be answered VCO., 03/07/05 Coached agent on proper procedures connecting VCQ call.
VGO customer answered and said GA several times and
agent did not get call connected. Apologized to customer
for inconvenience.
03/07/05 Cn 3/4/05 customer gave agent 8882M number to dial 03/13/05 Met with and discussed this complaint with CA. The CA apoiogized for

and the agent never responded to the customer. After
several minutes the customer hung up. Supervisor
apologized to the customer for the inconvenience and
informed them he would let the agent's supervisor know.
Customer did request a call back.

the incident and thinks the problem in contributing to the delay in
response time was the headset that wasn't working properly when the
cail dropped in. A new headset was given to CA io prevent possible
problem from recurring. Wil follow-up with the customer soon and let
the custormer know about the incident and apolagize for the
inconvenience we've caused.

! have attempted to reach the customer several times. | left a message
this morning giving a brief description of the complaint and that is has
been followed up with the CA. The CA understood the reason behind
the complaint. Left the phone number if the custormer wants to calt and
ask questions.




was not able to set up VCO call correctly the first tirme. |
suggested her number 1o be branded as VCO and she
then stated that she had her number branded many
times and Sprint for whatever reason continue to "ljose”
her branding. She was frustrated to having to canstantly
request her number to be branded. She wants her
number 708-366-2323 ext nbr 166 to be permanently
branded. | apologized and assured her that her number
will be branded and this issues will be forward to
appropriate personnet for resolution and for branding. No

follow up needed.

03/68/05 CA was asked to contact supervisor and refused to do . 03/15/05 3/15/05 Discussed complaint with CA 1463F. CA said the call was in
50. CA alsg failed to inform caller that everything is typed Relay mode and the Outbound voice person wanted to speak to a
to the caller. Caller felt that CA was being rude. Caller supervisor. The CA typed what the person said, the Inbound TTY did noﬂ
would like to be contacted. agree to a supervisor. The CA did inform the voice person that
gverything was being typed. Supervisor Mari was plugged in for 1/2 hour
an this call and verified that the CA did follow correct procedure and was
not rude. The TTY user also complimented the CA after the call far
Jhandling the call so well.
Called consumer on Aprii 5th and ciosed the issue with her.
83/16/05 Customer Complaint: VCO customer reported that the 03/16/05 Coached agent on praper VCO procedures.

CA did not le! the hearing person know when it was their

turn to begin speaking. They just sit there and wait and

wait and do not reply. Customer Service Response:

Apologized for inconvenience and told her the report

would be sent to the call center supervisor. No follow up

requested.

03/16/05 Customer Complaint: VCO caller said that the VCO 03/16/05 Reviewed proper procedures with agent. Agent demonstrated proper

branding is not working consistently, and CA is not knowledge of branding calls VCO if needed and proper knowledge of
following notes that indicate they are VCO customer. VCO procedures.
Kept typing their CA ID number and “"voice or type now",
but never heard her giving the number to dial. Customer
Service respanse: Apologized to the customer for the
inconvenience and explained the dropped branding may
be due to technical problem. CA 1D number was provided]
to track the dropped branding location/call center. The
number also was not branded and no note appeared
during call to CS. Rebranded the VCO and added note,
VCO CUSTOMER" Provided Acct. Mar. contact number
and email address. No follow up requested.

03705 VCO customer found it very frustrating when the agent 03/17/05 CA # 1408M not assigned to any current agent. Unable to do any further

foliowup.




Q3/17/05 At 1030 am the VCOQ customer stated that when she - 03M7/05 This was not agent's error as the agent remembered the call clearly.
called into relay and got agent 6720, she typed "VCO pis" When the agent attempted to open the gate to hear the VCO user, there
and she got the typed message from the agent, “the was only "dead air". Agent re-sent the "voice now" macro several times
number you're calling to". VCQO expected the agent to to open the gage. Eventually the customer hung up.
open up the line for her to provide the number however
this agent ask for the number twice before it "dawn” an
the agent that she is a VCO customer. The VCO
customer find this very frustrating when the agent does
not immediately set up a VCO cali. Apologized to the
customer and assured that this will be forwarded to
appropriate personnel for a follow up with this agent. No
follow up needed with VCO. [Customer did hot come in
branded-see other customer contact for branding issue)

§03/25/05 The voice person attempted to place a call to a VCO 0372505 The call was placed using the same agent 1252F. The agent was
custiomer at 954 am and stated that the agent 1252F did observed setting up the call correctly however it was a VCO who
not set up the VCO call properly which was frustrating. displayed unfamiliarity with the relay set up. Several attempls were
Apologized for the inconventence and offered him my made to prompt the VCO to speak to no avail. Agent displayed
assistance in processing his cal. No follow up needed. famitiarity in VCO call set up.

03/30/05 Agent disconnected call while voice person was talking 03/30/05 Checked schedule and CA 1212 was not working on 3/30/05, the date
and never let the VCO user know what happened. the customer contact was created. Contact did not specify the date and
Thanked caller for informing us said would pass on to time of the actual cail so follow up with CA was unable to be performed.
appropriate supetvisor. No foliow up needed.

03/30/05 Speech to Speech customer reported that CA 04/06/05 Agent does not remember this call but is aware of correct procedures
disconnected his call when second CA took over the call. for taking a call over and the consequences of disconnecting a call. No
The CA did not inform him that another CA was taking ans wifollow up call at nbr provided. 4/4, 4/4, 4/5
over the call (apoiogized for problem encountered and
advised that the problem couid have been technical
apologized for any inconvenience). Customer requests
contact .




Date of ComplNature of Complaint

. |Date of Resclution

Explanation of Resolution; -

Agent did not gender on answenng machine Thanked

04107105 04/07/05 Coached agent on mponance of gendermg Called customer back at

caller. Caller would like a call back at number given. 8:45 pm on 4/6/05. Toid customer that agent was coached on issue.
Apologized for the inconvenience.

04/08/05 Customer stated that she works as therapist in the 04/08/05 Spoke with agent. Agent clearly remembered the call. Agent questioned
Pscyhiatry and Behavioral Heaith in Mt Sinai Hopsital in whether to put call through as 911, but customer did not request 911,
Chicago. She stated that she was informed of a suicidat only requested to leave message. Agent not at ercor. Called customer
call made thru relay the evening before (7th of April). The back at 3:30 pm on 4/14/05. Left message on ans mach. Called
call was placed at 932 pm with agent 6079 leaving customer again at 4:32 pm on 4/14/05. Left message on ans mach.
message in their ans mach. Sha wanted to know if Called customer third and final time at 11:06 am on 4/15/05. Left
emergency personnel was contacted in this situation and message on ans mach explaining that CA followed proper cali
the pracotol of such situation. | explained the relay procedures. Left my number in case custorner would like to speak to
protocol that the agent can not initiate the emergency me. Contact clased.
protocol unless the caller initially stated the call being
"smergency”. | offered her to be transferred to customer
service for further assistance. Follow up needed.

04/16/05 Customer thought the agent had hung up on them. 04/16/05 Spoke with agent. Computer showed the inbound hung up. Agent
Wanted supervisor to talk with agent to find out and let her, informed the outbound caller and the computer timed out. NOT AGENT
know, Thanked caller for feedback. ERROR. Informed customer of findings. Matter resclved to caller's

satisfaction. Caller thanked supervisor and was happy the matter was
settied.

04/16/05 Agent asked the calier to repeat when the message was 04/16/05 Coached agent on disabling turbocode to clear up garble.
garbled. Caller was upset that she had to repeat. Thanked
caller for feedback. No call back needed.

04/18/05 Agent hung up on me. Thanked caller. Customer would 04118105 Agent meant to switch to VCO; hit wrong buiton and disconnected cailer
like a phone call regarding outcome of the situation. instead. Coached agent. Called customer at 5:45 pm to explain what

happened; customer satisfied.

04122/05 VCO customer states that supervisor hung up on her but D4/22/05 | called 847 544 4334 and lefi a message last week and called back
she did not get the 1D number. Customer states that when today, but was told it was a wrong number and that there wasn't anyone
she asked for supervisor ID number, the supervisor hung by the name of Annette Owens who worked there. | cannot follow up
up on her. Customer wants a call back immediately with this customer due to the wrong telephone number. This case is
tonight. closed.

04124105 Asked operator 3151 to place a call and instead of dialing 04/24/05 Met with agent, did not remember the call. Agent stated he would not
it, he hung up en customer. Thanked customer for her hang up on a customer. Informed agent on the severity of hanging up
feedback and told her we would follow up on this with the on a customer, which can fead to and including termination. Quality
correct center. Customer would like a call back with manager spoke with customer with a follow up on the resolution.
resolution.

04/25/05 Customer stated this agent hung up on her, she says the 04/25/08 Met with agent, stated did not remember this call, however, sometimes

CA ashed "VCO or tvbe now" then she aot no resoonse.

cails come in on voice line and | do proper procedures by announcing 2




Incidentally the person taking this complaint says that she
could hear the customer saying “hello, are you there, why
aren't u answering”. So there may be an issue with the
customer's equipment. Customer provided name only. Did
not provide address or email address. F/U can not be
done withoul appropriate information.

times, switch data line, and if no response, i announce again on veice
line, then disconnect if no response. Customner only provided name.
Therefare, no further investigation an be done,

04/25/05

Voice customer concerned that her son who uses Braillex
is having equipment issues and connecting with 711 is
inconsistent. Customer has been working with logal
telephione co and equipment provider. Customer also
wants the relay technician to check this. Apologized for
problem and suggested she may want to check with the
Braillex manufacturer for advice and informed her that |
will ask the relay technicians to look into the issue as well.
Entered TT 2514079 No contact from AM, but requested
relay lech to calt her.

04/25/05

Customer calis are answered based upon last known answer type. In
multiple user households, the iast user to dial the relay service would
determine how the call was answered at the call center. Customer
should contact manufacturer for further assistance.

04/26/05

CA dialed sent ringing macro then paused. | typed "what
happened?” Retay refused to answer me. Hung up on me
for no reason. Apologized. CA would be met with and
supervisor would call back.

05/02/05

Coached agent on keeping customer informed; coached to ring for
supervisor if needed. Called customer 4/29/05 at 2:07 pm - no answer
Called customer 5/2/05 at 2:23 pm - no answer Called customer 5/2/05
at 7:10 pm - busy Attempted to reach customer 3 times; contact closed.

04/28/05

At 1215 pm yesterday, customer stated that the agent
asked for the calling to number. Customer stated that he
is using a E Turbo and the number should be shown on
the dialing to window. Stated that in the last couple days ¢
the 5 ealls placed, only one agent was able to process hisﬁ
call without having ta provide the number. Apologized for
the inconvenience and aiso stated that our screen did not
identify him using E Turbo. Unable to obtain his phone
number in order o put into Trouble Ticketing system. No
follow up needed.

04/28/05

Altributed to technical problern since | was able to observed his call and
our computer did not identify E Turbo. Agent foliowed proper procedure.

04/28/05

TTY customer said that the operator disconnected him.
He had just given the number to dial and his line was
disconnecied. | apologized and told the customer that i
would follow up with the operator. No follow up hecessary

04/28/05

CA said that he accidentally hit 1 that it was not intentional. Coached
CA on being especially careful and alert to avoid accidents.

04/28/05

The customer stated that in the last couple days the agent
would not process E Turbo call. Agent had tg ask for the

04/28/05

Reviewed proper E turbo procedures with agent.




e

calling to number. Out of 5 agents only one agent did not
ask for calling ta number. Felt that there may be an
additional training needed on this aspect of call
processing. Customer could not specify the day and time
of ocourrence with this particular CA. Apologized to the
customer for the inconvenience this may have caused
also | explained that our screen did not identify his call as
E turbo sc a technical problem may be the reason. Unable
{0 obtain his phone number in order to put into Trouble
Ticketing system. Na follow up needed.

04/28/05

The customer stated that in the last couple days the agent
would not process E Turbo cali. Agent had to ask for the
calling to number. Qut of 5 agents only one agent did not
ask for calling to number. Felt that there may be an
additional training needed on this aspect of call
processing. Customer could not specify the day and time
of occurrence with this particular agent. Apologized for the
inconvenience this may have caused alsc | explained that
our screen did nat identify this call as E Turbo so a
technical problem may be the reason. Unable to obtain his
phone number in order to put into Trauble Ticketing
system. No follow up needed.

04/28/05

Reviewed proper E iurbo procedures with agent.

04/28/05

TTY user stated that agent 1242F hung up on her.

04128/05

Spoke with CA and she remembered the call. She stated she did not
hang up. She said the inbound kept saying "1 don't understand what you
are saying". The CA asked for the number to dia! a couple of times and
the Inbound {VCO on this call) just kept saying "l don't understand what
you are saying”. CA stated the inbound hung up. CA received the
disconnect flag. (possible garbling issue)

Tried to call on 4/29 but it rang, then didn't, no answer, no machine, just
dead air. Tried calling back later and got busy signals. Will try again nxt
wkK.

Tried calling again on 5/17 & 5/18 (she has the same issue on ticket nbr
K641277788 and has submitted several complaints recently with the
same issue). | can not connect with her, phone rings, then goes dead.

This consumer has called several times recently with the same issues
{CAs hanging up on her). When | cail her back, her phone rings, then
goes dead, no person, no machine. | had Emma with Sprint try to
contact her since they are both in the same state; she was unable to as

well.




Q4/25/05

A IL TTY user called to say the agent hung up on her
before the call even began. RCS: Apologized for the
handling of the call. Contact wanted from Agents
Supervisor

04/29/05

Made 3 attempts to contact customer. Each time something picked up
but no response. There was no ans mach to leave message on. The
contact attempts time and date were as follows: 5/3/05 9:10 am 5/3/05
3:00 pm 5/4/05 12:45pm All eastern standard time. Met with agent
stated did not disconnect customer went thru proper procedures:
announced twice on voice ling, switch to data line, it automaltically
switched back to voice line, announced twice again, switched to data
line, it automatically switched back to voice line again then disconnect.
The agent is aware of the consequences of disconnecting calls if not
done by procedures.




ﬁate of Compl,

Nature of Complaint

Date of Resolution

Expianation of Resolution !

G5/01/06

The customer states the agent hung up on her for no
apparent reason. Her notes say VCO or type,; it's branded
VCO. The customer said she lyped the word "type," and
the line disconnected. Apoicgized. Explained to customer
that it could have been a technical problem. Explained CA
would jeopardize his job by disconnecting a call. Follow up
requested.

G5/01/05

It appears that the consumer may need a blt of coaching on use of VCO
it also appears that something is wrang with her phone line. On April :
28th, | got the same issue from the same person (see K84657971). |
tried to call her, but the phone rang, then goes dead. No answer, no
machine, no more ring. The phone ca wont iet me report it because they
tald me that “the consumer needs to contact ihe phone company.” 've
been trying to call the consumer since the other day, and 1 can not get
through so I'm going to close this ticket, | would have closed the other
but it is pending in CS Live and { can't get in & (but | did make a note in
there the other day).

05/01/05

A TTY customer called to complain that the agent
disconnected her in the middle of her call. Apologized for
inconvenience. Follow-up requested at number provided.

05/04/05

Made 3 attempts to contact customer, Each time sornething picked up
but no response. There was no ans mach to leave msg. The 3 attempted
contacts were as follows: 5/3/05 9:10 am 5/3/05 3:00 Pm 5/4/05 12:45
pm Met with agent stated did not remember call but would never just
disconnect a customer. Was coached on the importance of not
disconnecting a call without going through correct procedures.

05/02/G5

Customer states that the agent hung up on him. Thanked
caller for letting us know and informed them that we would
forward this to the appropriate supervisor. Follow-up
requested.

05/04/05

Attempted to contact customer 3 times. Each time something picked up
but no response. There was not ans mach to leave a msg. The 3
attempted contacts were as follows: 5/3/05 9:10 am 5/3/05 3:00 pm
5/4/05 12:45 pm Met with agent stated don't remember call however was
coached on the proper procedure for disconnecting calls.

05/08/65

Customer was upset cuz she was trying to call her
daughter at 312-255-1980 who is a VCO user and for
some reason after the CA pressed F9 the voice user cld
not hear her daughter speaking. It was a LD call and she
was upset that she was charged for caliing her when it
was a problem with our equipment. The CA tried cailing
the OPR to get immediate credit, but the OPR informed
her that due to new procedures she needed to wait till she
received the bill from ATT before she could dispute it. The
caller was very upset and started to become rude. i
apologized for her inconveince but to pis not be so rude.
She was upset that | was the supervisar and | ¢ld not
credit her immediately.

05/08/05

Told customer that | would fill out a customer complaint and have
customer service research the issue cuz § did not think that the Sprint
Relay SVC was aware that we cld not get immediate credit anymore.
She swears this is only an issue that occurs when the MRS center is
processing her calls through IL relay. | also gave the woman the
customer svc nbr and my name and my ID nbr. She would like
immediate credit for this call that was bilied to her. The cail occured at
10:10pm on 05/08/05. Please contact this woman regarding what you
have found out. This was not an issue caused by the CA 1460. i
witnessed the call and she processed to according to procedures.

| called and left msg, reiterated what other rep told her about contacling
AT & T when she gels the bill.

05/09/G5

TTY user sfated that CA hung up on him/her and wanted

to know where the CA was located. | told her | had

05/09/05

Met with CA and he did not remember ever hanging up on & customer

and knows never to do so.



documented that CA hung up on her and that the CA
would be coached regarding this matier. Customer wants
a follow up via phone.

disconnected. Explained to customer that sometimes
when transferring and apologized for inconvenience. Said |
would forward to appropriate center. Customer wants
foliow up TONIGHT if at all possibie. | told customer |
coutd not guarantee follow up tonight.

05/10/05 Agent disconnected caller. Thanked caller will follow up 05/10/05 Spoke with agent. That was first time agent had caller was when handed
with agent. Transferred to customer service upon request. phone ot me to speak with caller. Agent does not believe they have ever
No follow up call needed. hung up on the customer. Reviewed proper pracedures with agent.

05/10/05 Agent hung up on caller on 5/7/05. Thanked caller for 05/12/05 Discussed call with agent. Agent does nct remember this cail and is
feedback. Will pass info on to agent's supervisor. certain she did not disconnect this call. Agent is aware of proper
Transferred to customer service upon customer's request. disconnect procedures and of the consequences of disconnecting a
No call back needed. calier.

05/10/05 Agent hung up on caller on 5/7/05. Thanked caller for 05/10/05 Agent does not remember this call. Reminded agent of call processing
feedback. Will send to agent's supervisor. Transferred to procedures.
customer service upon customer’s request. No follow up
call needed.

05/12/05 CA was transferring to customer sefvice and | got 05/12/65 | was the one who spoke to her earlier her complaint wasn't that she got

disconnectied when she was transferred to customer service it was that
the outbound calter was disconnecting her, She asked me why and | told
her | did not have that information. She asked for customer service so |
transterred her. The outbound person she was calling was picking up the
phone and hanging up without saying anything so the agent typed (line
disconnected) | then explained to her that the cail was answered and
hung up without anyone saying anything when | could not explain why
she wanted customer service. No follow up with agent necessary as
disconnect was from outbound.

This consumer has recently made several complaints of the same nature
when it is really the people she is calling hanging up on her. | have tried
to call her after each one of her complaints. Howaver, her phone rings
and then goes dead, no answer, no machine, no mere ring. it is not
possible to contact this consumer.




03712105

Inbound TTY upset because the CA interrupted her by
dialing out before she was finished typing. She stated she
needed to have an SBC operator to place her call and |
asked for clarification on whether she wanted an operator
or if she just wanted us to use that long distance carrier.
While she was typing her response | was attempting to
make sure that that long dislance cormpany was offered in
the COC before changing agents and the call was local
and not long distance so it automatically dialed out when |
was on the line as well, interrupting her again. The
inbound was very upset and felt like both the CA and |
were rude in interrupting her while she was typing. Follow
up requested.

05/12/05

| apologized and explained that the CA accidentally hit comp and said |
was sorry for the frustration. When | attempted to check the COC and it
again interrupted her | explained what | was attempting to do and told her
that | was very sorty, that 1 wasn't expecting it to dial out because on a
fong distance call | would have needed to choose a carrier before dial
out. | explained that since the number was local and not long distance
she would not need a long distance carrier and that { was sorry that she
was interrupted. She was upset about having been interrupted again. |
apologized. The inbound typed a message and hung up.

| called several limes, endiess ring, no answer, no machine,

05/12/05

Inbound TTY said thal agent 1779 disconnecied her call,

05/12/05

! apologized and toid her someone would contact her with fellow up.

Spoke with the CA. She does not remember this particular call but stated
she has not hung up on any of her calls and is aware of relay procedure
that you are not allowed to disconnect without supervisor approval.

i tried to calt her several times, it rings, then goes dead, no person, no
machine. This consumer has recently called with the same compliant
and i never can get a hoid of her.

05/23/05

A voice customer called {o complain that the agent was
rude and did not follow instructions. She had called her
deaf grandmother and when her grandfather answered the
phone and the relay call was announced, he asked who
was calling. The agent refused to relay the question back
to the caller. Apologized for rudeness. Explained that
agents are certainly allowed 1o relay that question back to
the caller. No follow-up requested.

05/23/05

Custorner did not request follow up. We apoilogized to the customer far
the rudeness and explained that agents are allowed to relay questions
back to the caller. | acknowledge this and the case is closed.

05/26/05

This contact was ariginally prepared on 5/23/05 Ticket #

|K645599955 Delete original with this duplicate A voice

customer called to complain that the agent was rude and
did not follow instructions. She had called her deaf
grandmother and when her grandfather answered the
phone and the relay call was announced, he asked who
was calling. The agent refused to relay the question back
to the caller. Apalogized for rudeness. Explained tht
agents are certainly allowed to relay that question back 1o
the caller. No follow-up requested.

05/26/05

CA said she announced the call but the person did not acknowledge that
he had received a relay cali before so she did not type his questions. She
was not aware that he was the Grandfather. Coached CA on familiarity of
service question and the possibility of using judgment to determine
acknowledgment.




05127105

Agent disconnected call before receiving the number. | 6/15/2005 Sent an e-mail to customer informing them that supervisor discussed call
apologized to the cust for the inconvenience and informed with the agent. The agent is aware they are not to disconnect calis at
the cust the complaint has been documented. Will fotlow anytime.

up with cust via email.

05/27/05 Voice calier in facility, compiains calls disconnect after a 05/27/05 Account Manager acknowledged customer's cancemns. Contact is
few minutes when calling his VCO girlfriend, Apologized closed.
explaining there may be lime limits set to cause the
disconnect, and encouraged them to check with the staff
to have local telephone company check the lines as well.

TT# Entered 2583407 No contact.

05/29/05 VCO customer said she had received a call from her 05/29/05 No Foliow up was requested. Trainer met with agent and coached the
daughter and the Agent did not type everything that her agent on the importance of relaying everything and making sure the VCO
daughter said and cut them off. The daughter called her bridge is open when processing this type of call.
back and her daughter told her that the agent had not
typed everylhing. The customer also said the agents
typing was very poor with bad spelling. | apologized to the
cusiomer and told her that we would follow up with the
agent

05/30/05 A VCO customer called to complain that the agent 05/30/05 Coached the agent on the importance of typing the entire answering

disconnected the caller after reaching an answering
machine. Apologized. Customer spoke with supervisor
Brian, who also apologized. No follow-up requesied.

machine message and foltowing proper procedures. No follow up was
requested.
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Minois Telecommunications Access Corporation

30061 Montvale Drive = Suite I} »  Springfield, linoix 62704
Y/TTY 800-841-6167 + V/TTY 217-698-4170
FAX; 217-698-0942

June 21, 2006

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Rm. TW-B204
Washington, DC 20554

Ovemight Mail: DHL

RE: CG Docket 03-0123
and DA 06-1175,
Released: May 31, 2006

Dear Ms. Dortch:

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies
of the following:

» The State of lllinois’ Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1, 2005 through May 31, 2006,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

s A summary with the total number of complaints received between June 1, 2005 and May
31, 2006.

A 3.5 diskette containing the Annual Complaint Log and summary 1s also enclosed.

In addition, Illinois Commerce Commission staff reported that no TRS or CapTel complaints
elevated to that agency from June 1, 2005 through May 31, 2006.
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June 21, 2006

Please contact me if you require any additional information.

Sincerely,

ey

Patty Kress,
Assistant Director

cc:  Emma Danielson, Iflinois Account Manager, Sprint Relay (without disk)
Christy Pound, Illinois Commerce Commission, ITAC/ITAP Liaison (without disk)
Pam Gregory, Federal Communications Commission (without disk)

Enclosures:  Attachment #1: Four Copies of Annual TRS Complaint Log and CapTel
Complaint Log

Attachment #2: Four Copies of summary of total complaints
1 - 3.5 Diskette
1 - Copy of FCC Public Notice DA 06-1175



1. Total Number of TRS complaints: 161



Complaint Tracking for IL {06/01/2005-05/31/20086). Total Customer Contacts: 161

Tracking # Date of Agent iD Cat. # Nature of Complaint Date of Explanation of Resoiutign
Compi. Compl. Resplution
KX6410306376 | G1/03/08 unknown #28 Customer Complaint: Customer reported that alt 01/03/66 She stated that her mother got a CapTel unit and they
persons calling to her mother--who is a VCO bought a separate Caller ID so her mother can see
customer, no calier ID ever transmits when caliing who is calling before picking up the phone, This
through IL Relay. All the numbers do transmit when resolved this issue.
dialed direct without relay. Provided all the numbers of
persons that call to her mother and mother's phane
number. Customer Service Response: Apologized for
ihe problem and tald her a trouble ticket would be
entered (TT# 951000). Alsa explained that Calier 1D Is
not guaranteed 1o wark 100% of the time through
relay due o many varabies. Does request follow up
caik.

KB411409315 | 011708 NIA #07 Accuracy of captions 9117106 Customer shared feedback regarding accuraCy of
caplions and capticning speed. CSR apologized for
ingidence and thanked customer lor the feedback and
informad cusiomer that the feedback would be shared
with approptiate captioning servica staff. Suggested

KB411414761 | 111906 NIA #23 Caplions - stop in middie of call 01/20/06 Referred customer to contact ITAC for a replacement
unit due to a number of faclors reported.

K6411414B60 | 01/18/08 N/A #07 Captions Lag too far behind voice 01/20/08 Customer shared feedback regarding captioning
speed. CSR apologized for incidence and thanked
customer for the feedback ang informed cusiomer that
the feedback would be shared with appropriale
captioning service slaff. Suggested customer
document the da

KE410837177 | 01/26/08 UNKNOWN #60 IL Voice caller complains she received scam call via 01426506 Educated customer on purpose of relay service.

SIP for her ad selling puppies. Apologized explained
purpose of relay. Ne contact wanted.
Michelle adding resolution
K6410840439 | 01/27/06 8205 #G3 The customer stated she asked the agent not to type 01/27/06 Apoclogized (o customer and assured her this would
“ga to 5k." She requested fo lpave the "sk" off and just be forwarded to the appropriale supervisor,
type “"ga.” After the call ended she esked the agent




why they fyped "sk" and the agent disconnecied.
Customer requests follow up through e-mail.

The voice cailer said "ready to hang up” and the ager
typed this per our policy. Also, when the inbound
hangs up our macio includes GA TO SK
autornatically. These follow our verbalim and
appropriate macros standards and the macro cannot
be changed. Apologized to customer lhrough e-mail
and explaingd our policy. Lel customer know she
could e-mail back with any clarifications she may
need. Lisled as Not Agent Error__, agent did
everything according to pracedure. E-mail sent
Wetinesday, February 1st.

KGa1B42812 | 01/30/08 8888F #03 Customer Complaint. Calier requested thal the agent 01/30/06 Supervisor coached CA to contact supervisar if have
dial "Laon” on her FO iist. The agent typed there was any problems with Frequenlly Dialed lis{ problems.
no number and asked her to repaat several timas.

Never dialed out to the humber on her FD list for
"Leon". Customar Service Response: Apologized for
the mconvenience and told her the report would be
seni to the call centar supervisor. Explained that CS
could add a note to her CDB o say, "Uses FD
numbers”, 5o the agent would understand where o
look when she asks for a number by name. Added
nole. No foliow up requested.

KB411413145 | 01/31/06 NIA #25 Disconnect/Reconnect during cals 01/31/06 Sent customer information explaining the difference

bewean a CapTel phone and a traditional phone.
Explained o customer why
disconneclion/reconnection might be cceuring and
sent letter with tips to reduce their occurrence.

KBE411948014 | 02/06/06 NA #33 Billing - Genera! 02/106/06 Sel up customer's preference for long distance carri

of chaice in the system. Confirned this resolved
customer's expenence.

K6411940026 § 02/97/08 NA #33 Bitting - Gaeneral D2/07/06 Sat up custorner's preferred iong distance company

the system and everything is working fine now.

KB411356818 | 02/08/08 2432 ¥ #04 Mi TTY user complains on recording agent did not lel 0210/06 Agent was coached.
them know what was going on, just kept typing
holdmg and refused to transfer (o supervisor.

Apologized, explained agent is trained 10 keep
customars informed and that some holding times can
be very fong. Explained | would inform the agent
supandsor far follow up with agent. No contact
wanted. —
KB411930€71 | 02/10/06 N/A, #29 Diailng issue - Unable to cial regional 800 number 0211006 Technical Support made an adjustment allowing




CapTel user to successfully make captioned call to
regional 800 number

K6411046766 | 02/20/06 NiA& - #33 Billing - Generat 02/20/06 Technical Support provided a temporary resciubion.
Working with cafiular provider ta identify 2 permanent
resolution.

K5411948271 | 022108 N/A, #21 Compliments for CA/Serviee 02/21108 Customer shared with C8 Representative that they
are b graiaful and thankiul for the CapTel phone an
service and appreciated all the assistance in setting
up the Cailar ID and answering machine (ealures witl
ihe CapTel phone.

K6411956984 | (2/23/06 NIA #2729 Technicai - General 02/23/06 Technica! problem identified. Resalufion believed lo
be the solution in progress.

KE411924917 § Q3/06/06 5448 #17 CA was rugde fo customer by not answering the T 03/06/06 Re-assigning o corsect center,

question of "why they had oulbound hang up afler

gefting tots of garbling™ Customer wants CA lo

apologize and CA ignared the question. Agent did not remember the incident but was coacht
on the proper procedures. Agent was remindad to
repart any technical difficuiies thal may resuit in
disconnetting the call. The agent was also remindes
of the consaguences of disconnecling calls.

K6412571358 | QRIOG/0E N/A #29 Captions - stop in middle of call 03706706 Apologized Lo customer for experience and thanked
them for feedback. Told customer tha! information
would be farwarded for funther invastigalion ang folt

KE411825663 | 03406/06 8697 #20 Customer baing biocked from making calls through 03/08/06 Called wice on April 7 and the ine rings once and

Relay. Getling error message about LD Camier. then disconnects.

Apologized for the problem and opened Trouble Cuslomer sent me an email ta let me knaw thal he
Ticket D 1276846, Follow up required for problem has not had problems with it recently. | asked him t
resofution. lef us know if it happens again.

KE412572479 { Q507106 Nia #29 Technical - General 03/07106 External netwark provider created a software soful

that remeaied incidence.




K6411931275 | 03/09/0& 86564 #18 CA did not listen carefully. Customer asked 1o be 03/09/06 CA was met wilh by her team leader on 3/9/08. The
transferred to billing department. CA lyped answering team Jeader coached the CA te pay maie altention
machine recording as "Kareis and Billy” when it $hould when typing messages to the customers. Also, wher
have been "Karen in billing.” typing recondings or answering machines, if the
message is unclear CA was coached lo type
{UNSURE) rather 1ban guessing as to whal was sait
CA promised lo listen rore carefully.
®E64119359264 | 03/09/06 6193 #24 A voice custorner complains that she has had 03/08/06 Technigian made test calls with the customer and

intermittent trouble reaching her VCO mother recently. there were na problems.

Somefimes the agents tell her the line rings once then

disconnects. She and her sisler have made lest calls

with and without relay and most of the time, they get

through, but the problem has not wanished entirely

and their mother is frustrated. Apologized for

inconvenience. Opened TT 1298348, Follow-up

requesgled.

intamal Update Perfarmed

KB412615149 | 03/10/06 Nis - #29 Technical - General 0313106 Tachnicai problem identified. Resolution resoived b

network vendor software change.

KB411836427 | 0310/06 unkaown #26 Customer states thal she Is gatting garbling on alf of 04710406 A chiid answered the phone and hung up on mie
her retay calls and now pecple are lelling her that her twice.
voice is breaking up and they cannot hear her. RCS

: i 1
:::Pgr:?:u:lepc:;g?:e\:lom:fl:: g;ngnigd maes?:c:::. i calfed and ieft a message for the customer {¢ cont
Call back requested Trouble Ticket 1305739 me.
The customer stated it is befler now and rarely
axperiencas garbling. She thanked me for following
up with her.
KE411863280 | 0313706 unknown #29 i VCO user camplains her callers can not hear her 03/13/06 CA stated tha! she remembers this customer havin

when using her cordless phone with her TTY device.
Apologized, explained | will et ihe technicians Know
the problem. Entered TT 1313817 Customer does
want conlact with resalution.

problems being heard. We checked wilh other CAs
who have worked on that pasition and nobody is
having problems with VCO users nol being heard.
3/13/06 - 4:45 pm MST - tned to cali Ms Brink agai
through the Relay - no answer. Will try again
fomoerrow. 1406 - 8:30 am MST - na answer.




3/14/06 - 1:40 pm MST - no answer. Since there was
no answer by telephone, sent an e-mail ietting her
know that we believe it is her corgless phone that is
causing the problem.

K6411965422 | 03/14/06 2354 #02 Customer notes state lo only type {ans mach playing) 03/14/06 This agent Is no longer employed with C3D as of
rather then type {he message. Customer asked the 03/13/2006 therefore turther investigation could not be

agent why they did not da that and the agent sent done. Infarming customer via phone 314/2006.

{one momant pis). The customer then siales that the

agent hung up on her. Apologized to {he customer

and informad her that we would forward this to the

appropriate supervisor. Cuslomer wishes to have

foliow-ug vig phone cali.

KE411067863 | G3/14/06 6193 #25 Customer has already contacted CS before and 03/14/06 Called 2 fimes on 4/7 and the line disconnected both
spoken ta Liz about this problem. While calling her times. Will try again later,

mather, sometimes the line rings once and

disconnects. Liz instrucled her 1o call into CS

everytima this happans and report the OPR number to

see if it Is ane center having a problem. It has

happened with OPRs 6193, 6382, and 2243. Her

mgther says the calt does not show up in any way on

her end. She has golten through fine with an OPR

TAXX and BXXX.

Internal Update Performed Lek message on 4/13 and cusiomer called me back 4
let me know that the problem was her mother's line,
not the relay sarvice. All is working fine now.

Service Desk licket 1329580 was opened. Follow up The customer said thal all is working fine and thanket

requested. me for calling her back.

Inlemai Updale Performed

KE411882283 | 03/21/06 Uiniknown #29 Calter is not receiving completa macro when dialing 03721106 The customer told me that ail has been working fine

711 (o reach {llinois Relay He only receives "number and has been able to gel through relay. He thanked

calling to please bul agent never answers and he me for following ug with him.

cannot make calls. Apologized for the problem and

opened TT ID 1355544. Fallow up is required for

problem resolution.

K6412605380 § C¥/22/08 NIA #25 Disconnect/Reconnedt during calls 03422106 Apologized for incidence and seni customer

information explaining the difference between a
CapTel phone and a traditional phone. Expiained (o
customer why disconneclion/reconnaction might be
ocGurring and sent email with 1ips ta reduce their
OCCUIIENnce.




K6411985722 | 03/23/06 2329F w26 Winois VCO Customer having problem with nat 03/23/06 April 7: Called the custamer and there was no answer
receiving caller id from persons calling her; and ned an answeting machine.
having garbling problems she cannot read what is
being typed to ber. Apologized for the problem and
openad tD 1373536, Follow up required for problem Cafled on 4/13 at 10:25 AM. There was no answer,
resolution.

Called on 5/3 and left a message asking the cusiome
1o cail ma if still having problems.

K6411991176 3 03/26/06 BYOAM 27 Cuslomer states his database notes did not populate 03/26/06 Worked on the system then mada 1% test calls and
to the CA. Apolagized. Assured cusiomar we would the data poputated with no prohblems.
check inlp the prabiem. Ticket 1386259 was opened.

Mo follow up.

KB412624358 | 03/27/06 NA #0O7 Accuracy of captions Q¥27/06 ldentified technical difficulty on the cali raported due
to static noted and other factors. Customer will lag
date* fime and CA # should this ever arise again anc
repon to Customer Sarvice.

K6411983847 | 03/28/06 2149 "7 Customer stated the agent did not act appropriately 3728106 Supervisor mat with agent who bad no memary of th
which upset their cliant, and their client suggestied cail. Made 3 attempts o contact customer. 420 @
fiting the grievance, The agent did nol respond 1o their 9:00am received answering machine-lelt message
client when asked whal the TTY user typed. Agent 3/28 @ 11:00am received answering machine-left
said thal the clienl was rude, and the customer would message 3/30 @ 10:00am received answaring
like the agent 1o handle business calls more machine-lefl message Further investigation not
appropriately. Supenvisor apologized for the possible due 1o inability (o reach customer,
inconvenience and said the agent would be coached
on the matter.

Agent was coached on the importance of handling
ALL calls in a professional manner.

K8412006074 | 0313006 Unkngwn #24 Customer cannot compilete a calt through liinais 03/30/08 Cailed the customer on April 7 several limes and he
Relay. Gels message saying your call cannot be line was busy.
completed as dialed. Apologized for the problem and
aopened TT 1D 1413551, Follow-up with customer is
requested and required 1o be sure of problem | spoke wilh Lhe customer loday and she stated thai
resodution. gll has been working fing. it may have been due o 1

storms because the rest of tha time it has worked fi:

KE412007537 | 03/31/08 unksiown #34 VCO customer unable {o complete call to IL number 04/03/06 Called at 10:25 AM on April 7 and the fine was bus)




{apotogized to customer far problamt encountered
advised complaint and trouble licket would be
enterad) T.T. 1416783 Customer requests contacl

| got a hold of the customer and she stated that all he:
calls via relay has besn working fine.

KE412745714 | 04/07/06 A #26 Captions - dropped characlersigarbled text 0407106 Sent emaif explaining how the CapTel works and how
the quality of the phone line affects the quaiity of the
captions. Explained how lo contac the phone
company to have them check the quality of the ling,

K8412453258 | D4/0B/DS none #26 IL TTY customer is experiencing garbling while using 04/08/06 TT number 1464333

IL Relay. Custamer Service also had garbling when

laiking fo customer. Cusl. Servica ired 10 give some

tips on how ta fum off sending Auto D and {o tum (he

volume down or Up on the receiver, Customer senvice

called the customer back using Dept TTY and had no

garbling. Customer is 90 and would like the account

manager to contact her. Customer Service apologize

for the protlem. Customer would like foliow up from

the Account Manager.

Intemnal Lipdate Performed Assigning to Account Manager.
! spoke with the customer loday and she szid the
garbling has stopped. but woukd let us know it it
happens again. She thanked me for following up with
ner.
Customar has not expefienced garbling recently.
Case i5 closed,

KE412788221 | 04/20/08 N#A #21 Senvice - General 04720106 inbound call technical probier repoded at 11:32 Al
on 4/30/06. The problem was resolved at 1.52 Pt by
CapTel technical support.

KE412790748 | D4/20/06 NIA #21 Service - Genesal 04125106 Trbound call technical problem reported at 11:32 am
an 4/20/08. The problemn was resoived at 1:52 pm oy
CapTel Technical Suppport.

KE412793674 | 04/20/08 N/A #21 Servics - General 04/20/06 inbound call technical prablem reported at 11:32 AM




on 4/20/06. The problem was resolved at 1:52 PM by
CapTel lechnicat support.

K6413823781 | 05/02/06 NIA #067 Captions Lag too far behind voice Q5102106 Apologized for incidence. Advised customer to
provide the date* time and CA number nexi time this
happens so that we can investigale further.
KE412713414 | 05/03/06 8718 #05 TTY user compiained that they gave the CA a number 05/03/06 Met with CA immediately. CA didn't recalt particular
to dial and the CA typed "FUCK" and then hung up. call, but does ungerstand the seriousness of the
TTY user was vary upset. Doesnt understand why. matier and knows never to disconnect or type
profanities to tha callers. Future complaints of this
nature could lead to corrective action.
K6412743895 | 05/03/06 2053 #17 She typed normal, but at the end of the call she typad 05/03/06 Customer Seivice rep is assigning this to Supervisor
really skow. | told her not to type slow. She in Cayce center per AM request.
complained "l will not tolerate that Kind of behavior.”
Complairt taken on S72/06 at 1.30 p.m. Supervisor i ) . .
apolagized for the service they received and assured Supervisor met with agent wha did not remember this
customer a follow Lp e-mail would be sent after incigent. However, appropriate action was laken and
meefing with the CA. agent was coached on the importance of remaining
iransparent and making any comments is never
acceptable. Follow up email was sent 5/22/06.

K6412814240 | 05M12/06 2343F #03 Cusfomer Complaint: Caller reported thal the CA was 05/12/06 Supervisor talked with agent and coached the agent
given the number for Medicaid and asked 1o get a live on the importance of demonstrating a warm and
person on the line, Reached a recording that said? friendly demeanos. Appropriate action have been
Hella you have reached the medicare medicaid taken.
assistance program please leave your name address
and phone number as well as the reason you are
calling a medicare counselor will caf you back asap.”
Asked did the option have five parson in reconding?
Asked to dial again then typed recording playing for
frve min. then person name is Janelee Morele how
can | assisf you (person hung up). Asked why they
hung up. Typed “opr does not know number calling
pis”. Customer Service Response: Told repot woold
be sent to supervisor. No call.

6413286027 | 05M18/06 NA #08 Al approximately 1055am after a lengthy call 05/18/06 Sent a felter to the customer explaining that we do no

conversation with the ATT.net computer technician
seeking resolution to computer issues, the call was
disconnected in fhe process. The customer was
extremely upset and since he does not have agent id
number, he raquesied that we track down this agent
ulilizing reporis. Apologized for the inconvenienca and
assured the customar thal we don't record any
canversation al the center however | will forward such
request 1o the appropriate personnel and assured the

record any conversations and suggesied they write
down the agent's 1D at the beginning of all cails so we
can invesligate probtems if they arise.




customer that gccount manager will {ollow up on this
issue. Wish a foliow up by mail.

KB413288035 | 05/19/06 BEG7M #17 Cuslomer Complaint: Caller reporied that the CA was 05/18/06 Cuslomer did not provide his contact information for
rude afier he typed an entire massage lasting over 3 foliow up. Case is closed.
minules, when hig dalabase instruction noles read,

"do not type recordings of messages uniess asked.”
He typed ihat he would send him a refund for thia catf,
and noles ware mage 1o be broken, and then hung
up. Caller had anpther call 1o make, but was
disconnecled. Customer Service Response:
Apalogized for the incenvenignce and thanked the
caller for lelting us krow. Told him the report would be
sent to the call conter supenisor. Follow up; he
requested that the account manager, Emma. should
be nolified.

K6413300937 | 05/24/06 g252 #27 Database not showing with Relay. Apologized for the 05/24/06 | Spoke with the customer and 1oid her that branding
problem and cpened TT 1D 1751860. Foliow up was in place, 30 il is working now. The customer
requirad for problem resolution. thanked me for following up with her.

K6413951864 | 05/26/08 NiA #25 Disconnect/Reconnect during calls 06/06/06 Apologized for incidence and sent customer

infarmation explaining the difference between a
CapTel phone and a traditional phone. Explained 1o
cuslomer why disconnectionfieconnection might be
gocurning and senl emal with lips to reduce their
OLoUTrence.

K646233480 U6/08/05 8536M #04 Caller (TTY user) gave CA ph. nbr to call, the call 05/0/05 CA did rot recall this complaint, however in the futy
rang twice then nothing. Caller asked to have caif CA will be muare conscientious ta keep the customer
redisled - no response al all from CA. Asked again io well informed when there's dead air on the other en
redial - still no response. Caller was upset CA did not of the line.
respond to TTY user at ali. Apologized to the caller
and assured the CA would be met with,

KB45233548 {1 0B/05/05 8703F #02 Caller typed phone nbr. but the area code was G6/15/05 Met with ca. Da understand inat she should have
garbled. GA did not follow customer nole which states varify the number.Coached Ca (o meke sure lo folk
te verify all outdialed nbrs. | apologized o the caller cusiomer instruction. 1.} June 13, aftempled Lo follc
and informed them that proper aclion will be taken up 3 times at 5:40pm to call customer. Line was bu
and a refay rep. will follow up wilh what action was alt three times. 2.) Junie 14, 1645 attempied 3 lime:
faken. line busy 3.} june 14, atempled around 2000 no

answer. will make Znd attempt taler an today.

KG48238168 D814/06 8510 M BGBR F #02 Agents are not reseftting the typing to 60 WPM. {8115/05 We have met the customers requast reselling her

Customer Service apologized ¢ tiwe customer.
Customer would like a follow up from the Chio
Supervisor.

typing speed at 50 WPM on 6/11/05. We infarmed
customner thal 3 foliow-up phane call will be made «
the foliowing Monday after we test {0 see if it worki
nat. it worked accoeding to aur Sprint techrrigian. )
have ltied contacling the custemer via phone to gh
the update, howeaver | couldnt reach heron 3
separate attempls (5/13 & 17:00. 614 @ 13:00 &




€/15 @ 13:25). This priginal ticket (K646238168) is
the same for two other tickels, K646238226 and
K646238338. All three tickets are officially closed.

K§46238226

06/11/05

2338 F 2081 F, 2064 F,
2192 F

¥02

IL TTY customer states agents are not resetling the
typing speed to 60 WPM. Cusiomer Service
apoelogized to the cuslomer. Cusiomer does nat want
g follow up.

06/15/05

This ticket is a duplicate and therefore closed. Please
see onginal lickel - K&46238153 for further
information.

K646238338

06/114/05

8968F & 8510 M

#02

1L TTY user states agents BOBSF & 8510M did nat
follow her customer nales to speed up the typing
speed to 60WPM. Cuslomer service apologized to the
customer and suggésied thal we change the notes io
read (speed the type speed up 10 60 WPM) Customer
liked that idea so the noles were changed. cuslomer
would like a foligw up with the supervisor loday.

0615105

| confacted the TTY cusiomer and informed the
customer that aur Sprint technician has changed or
resel the settings to 60 WPM. We will run through a
test next Monday (5/13) to make sure it goes through
successiully. | will contact the customer again next
Monday afler the test results as a courlesy (o lef tha
customer know what's going on.

We have met the customer's requesl resetling her
typing speed at 50 WPM on 6/11/5. We infarmed the
customer that a folow-up phone call will be made on
the faliowing Monday after we lest to see if it works or
not. it worked according to our Sprint PC lechnician. i
have tried contacling the customer via phone to give
the update. however | couldn't reach her on 3
separate attempts (6/13 @ 17:00, 6/14 @ 18:00 and
8/15 @ 13:25). This licket as well as K646238226 are
duplicates of the original ticket, KE46238168. All three
tickets are officiafly closed.

KG46238684

06/12/05

2253M

#0635

A TTY cusiomer called jo complain that the agent
disconnected her while on a call. Apologized for
inconvenience. Follow-up requested by supervisor
ASAP,

06/12/05

Met with agent, appropriate action was taken.
Customer follow up 6/17/05 6:00 PM - No answes no
answering machine: Customer follow up 6/18/05 4.0
PM - No answer, no answaring machine: Cuslomer
follow up 5/13/05 5:10 PM - No answer, no answering
machina, 3 altermnpis were made to follow up with
customer with all being unsuccessful, Closing contact
due to inability to reach customer.

K646239148

06/12105

8783

#05

Operator gisconnecied her afler she typed out the
calling to number. Thanked customer for letting us
know and apologized.

06/12/05

Thariked the customer for fetting us know.

K646239214

06112105

108968

#05

Operator disconnected my call. Apologized and
thanked customer for lefting us Know.

CBM12/05

Apologized and thanked customer for letting us know




KB45239328 | 06/12/05 108858 #05 Operator disconnected my cail. Thanked customer 08/12/05 Customer did not request follow up. Thanked
and apologized. customer and apologized.
Custoemer did not request follow up. Thanked
custamer and apologized.

KE46238451 | 08/12/05 107811 #05 Operaler disconnected my call after | gave the dialing 0812/05 This is not a Syracuse complaint.
1o number. Apalggized to cuslomer.

Apolagized to customer,

K646240248 | 08/13/05 2253 #08 TTY customer stated that the agent hiung up on her al 06113106 Met with agent, appropriate action was taken.
535p on 6/12/05. Customer follow up 6/17/05 6:00 pm - No answer. no

answering machine: Customer follow up 6/18/05 4:00

pm - No answer, no answering machine: Custamer

follow up 6/18/05 5:10 pm - No answer, no answering

machine. 3 attempls were made to follow ug with

customer with all being unsuccessful. Closing contact
) due Yo inability 10 reach customar.

K646240035 | 0671305 1678 ¥02 Customer stated that the agent gid not inform her of 06/13/05 MN CRO can not work on this issue since MN was no
turning off turbocoda as per customer notes. The the slate called; forwarded ta Emma 6-13-05 Trich
agent did tum off turbocode and did inform the Shiplay
customer but there was garbling on the customers ty
and could not read the agent's typing. So did not
know hal turbocade was turned off.
Followed up with this agent arsi according to this Called customer on 7/27, 8/1, &/2, 8/12, B/15, B/1B,
agent. She did turned off the turbo cade and notified 8/17, 8719, 8/25, 8:30 and 9/12. No answer nor an
the cuslomer that turbo code was tumed off. The answering machine picked up. Case is closed.
customer then asked for a supervisor. There was no
garbling issue with ihe agent.

KE462354983 | 06/13/05 1757 #02 TTY customer stated that when garbling occurred, 06/13/05 Followed up with this agent and accorgding lo agent,

turbocode was turned off per custemer notes. But the
agent did not inform 1he customer that turbocode was
turned off, which is alsae in the customer noles. The
garbling occurred on (he cutbound tty, not on the
agent’s computer.

he attempted to turn off the Turbo code after the relas
greeting was sent however the cuslomer immediately
cut off the relay greeting macro and requesled a
supervisor. Agent was cpached on this. Secondly
agert states that there was ng nole instructing the
agent to notified the customer that "wrbo code has




Followed up with this agent and according 1o agent,
he attempted Lo ium off the Turbo code after the relay
greeting was sent however the customer immediately
cut off the relay greeting macro and requested a
supervisor. Agent was coached on this. Secondiy
agent states that there was no nole instrucling the
agent to notified the customer that "turbo code has
been lwrned off.”

Attemped to reach Annetle Owens via phone at 10:12
am. A male person answered the phone and then
swilched 10 VCO however there was no response
from the VCOQ customer. Redialed at 1016 am, the
line was disconnected after fifth rings. At 10:2Q0 am
there was no answer. | also made two attempts this
afternoon al 1:45 pm and 1:50 pm there was no
anawer. After several attempts, this conlact is
considered closed.

been tumed off " Atlempted to reach Annette Cwens
via phong at 10;12 &m. A male person answered the
phane and then switched to VCO however there was
no response from the VCO cusiomer. Redialed a1
1616 am, the line was disconnecied alter filth rings. A
10:20 am thare was no answer. | also made wo
attempts this aflernpon at 1:45 pm and 1.50 pm there
wag no answar. After saveral atiempts, this cantact is
considered closed.

KB46266146 | 06M16/05 1842 #05 Inhound stated that she gave a nurber to dial the CA 06/16/05 Spoke with CA and she remembered the inbound
diated the number but didn't send the ringing macro caller and slated thal she relayed a calf for a number
and then hung up on har. Apologized and said | would of minutes for this person so isn't sure why they think
follow up with the agent and get back to her, she hung up. | have made a number of attempts lo

reach tha customer and her line has been busy. Will
continue to try later.

1 have made a number of attempts lo call back for
follow up but each time | call the line is either busy or
i5 picked up and then hung up without an answer.
Closing cortact due to inability to get ahold of
complaintant.

KE48284028 | 06/13/05 3359f #04 Customer said there was no response from the 06/19/05 Operator was pufled for discussion - said she would
operator afier the number was dialed. Didn't let never nat respond lo a customer. Thinks that the
cusiomer know if it was ringing or not. {This same number was confused wilh someone else’s. Was
custamer called later and said she had a complaint reminded io pay close attention to all aspects of eact
about another operator whose number was very call.
similar 1o the Apolagized to customer. No call back
requestaed.

KG462830658 | 0B/B/05 1300t #05 I have a problem with this operator - disconnected, 08/19/05 Met with CA who said she did not disconnect an any

Apoiogized to the customer. No call back necessary.

tustomer and is fully aware of the proper policies ani
proceduras.




KE46283118 § 0B/19/05 5127 #05 Cperator disconnected on me. Apologized for the 06/18/05 CA coached regarding proper procedure.
senvice. No call back requesfed.

KE46282246 | 06/18/05 1208 #04 Customer said CA did not gender the answering 06/19/05 Mel with CA and reminded them to walch their lyping
machine, A lhey received was (" and then (ans carefully so they don't cut off parts of he texi. CA
mach hung up). Apoiogized to customer and said undarstood and sad they will be more careful.
contact would be filed.

KE48282940 DE/19/05 £604m #05 This operator dialed the wrong area code. He dialed 06/22/05 Mat with CA and coached o never hang up on
631. 1 said no, it's 641. | asked relay are you lhere? customers.

Bul 1 got no response. | don'l know whal happened.
They hung up. Apologized for the service. No call
back requested.

K846284325 1 06/20/05 2336 $05 TTY customer states that the CA hung up on her 06/20/05 Met with supervisor stated this customer is making
when she asked where the CA was located. multiple calls asking agents where thay are Ipcated,
Regquested followup by phone. once the agent states that they don't have that

information she would just hang up and try again. She
even asked for a supenvisor in wivich the supervisar
tald her the same lhing “agent does not have thal
info". Agent stated did not hang up an customer,
customer hung up on her. Agent was following
procedures. 3 attempis were made to contact
custorner thru relay, alf on 6/20/05 2:50 pm, 3,30 pm,
and 4;15 pm. Each {ime someone picked up the
phone, relay sent greeting with my response and then
the parson hung up. This ticket will be closed due lo
inability to reach customer.

KG462853121 08/20/05 2336 #05 States CA hung up on her when asked where located. 06120105 et with supervisor stated this customer is making
Said was very upsel CA hung up. Cafler requests a multiple calls asking agents where they are locaied.,
call back by phone. once the agent siales they don't have that info she

woukd just hang up and try again. She even asked for
a supervisor in which the supervisor told her the same
thing "agent dees nol have Lhat info*. Agen! stated did
nol hang up en customner, cust hung up on her. Agent
was ToHowing procedures. 3 attempts werg made 1o
contaci customer thru relay, all on 6/20/05 2:50 pm,
3:30 pm, 3nd 4;15 pm. Each tme someone picked up
{he phone , relay sent grealing along with my
response and then the person hung up. This lickel will
be closed due to inabilily {o reach customer.
KE46802838 06420105 MNIA #29 Dialing Issue - Uinable to dial regional BOO numbar 06/29/08 Advised customer of use of equivatent Lo regional tokt

free number.




KE4625323%

06/21/0%

J224F

*0S

Caller was asking questions of the CA then when
ready fo make a call, the CA hung up on the caller,
Apologized to the TTY user for the inconvenience.
Customer wants a follow up.

08/21/05

C5S rap did no! disconnect the cailer. She has already
filed the same complaint with another supervisor. This
is @ duplicated contact.

KB46283144

06/21/05

1201F

#05

Asked questians of lhe CA then when ready to make
a call, CA hung up on the caller. Apologized Yo the
TTY user for the inconveniance. Cusiomer wams 2
foHow up.

This CA was nof working this day. Checked with CA
who demonstrated correct knowledge of placing cails
and proper disconnect procedures. Attempted o
fallow up with the cuslomer 3 times from 6:20pm
through 6:40pm. Each time | attempled io
communicate | was inlerrupted by TTY garbling or
someone hading down the spacebar with no typed
text. Unable lo communicale with customer, closed
this contaci.

07101105

This CA was not warking this day. Checked with CA
who demonstrated correct knowledge of placing calls
and praper discannect procedures. Atlempied (o
follew up with the customer 3 times from 6:20pm
through 6:40pm. Each ime | altempled to
communicate | was interrupted by TTY garbling or
someone holding down the spacabar with no typed
text. Unable lo communicate with customer, closed
this contac!.

KE46293449

0621105

1551

#05

CA hung up on TTY user when she wanted {0 make
several calls. CA wouldn't respond back to TTY vser.
Apologized for the inconvenience to the TTY user.
Cuslomer wanis a fodlow up,

Followad up wilh this agent. Agent stated (hat the call
was placed and relayed however thare was no
response from the catler and faliowed the
disconnection procedure when no additional calfing o
number was provided. Atternpled 10 follow up with the

customer three separaie times this marning {1126 am,

1130 am, and 1144 am) Each time | attempied to
communicate, | was inlerrupted. Thers was no typing
attempted from the cusiomer other than continued
spacebar baing ulilized. Closed this contact.

08127105

Foliowed up with this agent. Agent stated that the cal
was placed and relayed howaver there was no
respanse from the caller and followed the
discornection procedure when no additional calling t
number was provided. Attempted 1o foliow up with th
customer three separate times this moming {1126 ar
1130 amn, and 1140 am) Each time | attemptad to
commaunicate, | was interrupted. There was no typint
attempted from the customer other than continued
spacebar being utitized. Closed this contact.

KB46298668

08/23/06

8728M

#03

TTY customer requested a supervisor and the CA
redialed instead. | apologized for 1he inconvenience.
The CA will be coached on geting a supenvisor as
reguested. Follow up call is required

08/02105

Met with CA and coached him to ensure that he
always gels a supervisor when requested by a
custorner. Made multiple calls to §30-427-0398. Na
answer, no answering machine. Unable to send
follow-up letter due lo lack of address.




KB46305195

D6/27/05

none grovided

#24

An IL voice customer calted to compiain that when he
dialed 711, he continually reached a CO relay
operator who would not precess his call, since the call
neither originated or lamminated in tha state of CO,
Apologized for prablem. Cflered 800# for IL relay,
which he says works fine. Opaned TT280294. Follow-

yp requested.

06/27/05

| spoke with customer abowt contacting his LEC o

send the IL 800 number and not Colorado’s 800

number. He will tak with he technician at his office

and have him conlact their LEC to have this resolved

In the meantime, he plans to use the L 800 number

and not 711. Customer thanked me for calling him
ck.

K646316552

06/29/05

8704

Customer stated that at 1025 am afler complating her
first cali, customer requested to place a second call
but was then disconnecled. The agent B704F was the
one who relayed her first call. Apologized to the
customer and assured this will be forwarded ta
approphiate supervisor for a foliow up. No follow up
necessary.

07/97/05

CA was coached nat lo hang up on customers,

K548322718

07/g1/08

2168

T#2%

TTY user said they used SRQ varlier and CA told
Ihem "thg # doesn't accept calls through relay person
hung up”. But the TTY user had ancther CA call the
same numbaer and thera was no answering maching,
na recording and it rang 1@ tlimes. inbaund felt like the
CA typed this oul to avoid having to place the call.

07/01105

Apuiogized and lold customer that CA's supervisos
would be meeting with them for follow up. Custorner
would like to be e<mailed with follow up.

Met with agent, remembers the call and stated the
ouibound person said “we doo't accept relay calls anc
hung up and he typed exactly that to the SRQ user.
Agenl foliowed procedures. Followed up with
cuslomer via amail, 7/6/05, explaining that the agent
was following procedure.

KG6468661 14

07:/03/08

1804f

#05

Customer was upset when ca was no longer on the
line afler customer asked her io hold. i told the
customer i wolld speak to the ca and deal with that
Ca accordingly. Cuslomer requested follow up.

07103/05

Met with CA. Ca did remember cafl and said ondy
disconnected akter walting for three plus minuules.
Before TL had a chance to enier customer contact in
the computer cusiomer service called wanting to knoy
if this cantact came from this cantar (MN). Castsve
said customer informed them they did not get back to
call for five minutes. | informed cust sve that i red to
get ahold of customer Hut was continually busy. [
finally was able to contact customer and informed he-
CA was following protocol in disconneding afier thre
minutes

K646367187

07/04105

1720M

#03

Customer states the agent dialed the wrong number.
it was ona digil off. The custemer ghe said told the
agent he s "stupid relay” and she hung up. The next
agent dialed correctly. Apolagized for the frustrarion.
Follow up requested.

07/04105

Followed up with this agent and according to this
agent, that be has dialed the correct number and
relayed tha recorded msq and then he was insirucie
to "dial again®. ARer ulilizing the radialing macra, lhe
caller interrupled and accused the agent of dialng th
wrong number. Attempted to follow up with a




Followed up with this agent and according to this
agend, that he has dialed the comect number and
relayed the recorded msg and then ha was instructed
to "dial again”. After uiilizing the redidling maco, the
caller inlerrupted and accused the agent of disling the
wWrong number. Attempled to follow up with a
custamer via e mail however | got a reply indicating
that this user does nat have yahoo.com account. Due
to incorrect e mail address, a foilow up with a
customer is nol possible.

customer via e maik however | got a reply indicating
that this user does nol have yahoo.com accourt. Due
to incorract e mail address, a follow up with a
customer is not possible.

KB46868532 | 07/05/05 1210F #02 VCO customer reparts agent did not follow CDB note 07/05/08 CA did not work this day.
instructing agent to please repeat phane number
before dialing (apologized for problem encountered
advised compiaint would be forwarded (o supervisor
cuslomer staled agent number may not be correct)
Cuslomer did nol request conlact

K648868957 G7I05/05 2243 202 VCO customer reporis agent did not follow CDB note 07/06/05 Met with agent stated do not remember call, however
instructing agent to please repeat phone numbar the agent was coached on the importance of fotiowing
before dialing (apologized for problem encountered cust dalabase inslructions. No F/U requested.
advised complaint would be forwarded to supervisor)
Cuslomer did not reques! conlact

KG646868673 | 07/05/05 2412F #02 VCO customer reports agent did not follow CDB note 07/06/05 Met with agent. stated she did remember the call.
instructing agent to repeat phone number before Agent was coached on the importance of following
dialing (apologized for problem encountered advised V(O database instructions. No F/U requested.
complaint wouwd be forwarded to supervisar}
Customer did not request contact

K646868758 G7105/05 2416F #02 VCO customer raporis zgent did not foliow CDB note Q7/06705 Ma! with agent stated she thought the dialing macro
instructing agent to piease repeat phone number was sufficient. Coached the agen on following
before dialing (apotogized for problem encountered database instruclions, and the importance of clantfying
advised complaint would be forwarded to supervisor) if unsure aboul specific noies. No F/U requesied.
Customer did not request contact

KE46868881 07105/05 2319% #02 VCO cuslomer reports agent did nol follow CDB note 07/06/G5 Met with agent, coached the agent on the imporfance
instructing agent to please repeat phone number of following a customer's database instructions. No
before dialing (apologized for problem encountered FIU requested.
advised complaint would be forwardad to supervisor
Customer did not request contact

KE46868417 | O7H508 B43GF #02 VCO customer reports agent did not follow CDB nole 07/18/05 Operator apoiogized for the gversight. Was reminded

instructing agent to please repeat phone number
before dialing (apologized for problem encouniered
advised complaini would be forwarded o supervisor)
Customer did not sequest contact

to carefully look at customer notes on each call.




KE646B81663

07/08/05

1732

#02

IL VCO customer siates that CA 1732 did not follow
the customers notes "Flease repeat phone number
before dlaling™ Customer does not like 1o get wiong
numbers and that is the reason for the note. Customer
Service apologized 1o the customer. Customer would
like follgw up from the supervisor.

07/10/05

Coachad CA on how to verify the dialing number
befare dialing oul. Coached CA on reading customer
notes whan the cali comes in. Followed up with
customer. Cafled 7/10/05 at 4:49 pm

KE46881145

07/09/05

2046

#02

IL VCO customer calied to say that CA 2048 did not
follow the inbound notes “pleass repeal phone
number before dialing™ Customer does not like getting
the wrong phone number, and that is why she has
that in her notes. Customer Service apologized to the
customer. Customer would {ike a foltow up from the
SUPOrvisor.

0711108

Met with agend, coached ageni on the imporiance of
foliowing database instructions. Followed up with
customer 7/11/D5 by phone explaining that a
discussion was heid with the agent to ensure that this
type of problem will be handled correctty in the fulure.
Customer seemed salisfied.

K546B81260

07/08/05

2471

#02

L VCO customer stetes CA 2471 did not follow the
inbound notes "Please repeat the phone number
before dialing® customer does nat like getting the
wrong number, that is the reason for the note.
Custiomer Service apologized to the customer.
Custornar wolid like foliow up from the supervisar.

07111408

Met with agert and coached an the importance of
following database inslructions. Foliowed up with the
customer 7/11/05 by phone explaining that a
discussion was held with the agent te ensure that this
type of probiem will be handled correclly in the future.
Cuslomer seemed satisfied.

KE46881573

07/9105

#02

ik VCO customer states that CA 2262 did not follow
the customer noles “Please repeat phona number
before dialing” cuslomer does nol like getling wrong
numbers, that is the reason for the note. Customer
Servica apologizad to the customer. Customer would
like foitlow up from the supervisof.

07111105

Met with agent coached on the importance of
following database instructions. Followed up with
customer 7/11/05 by phone explaining thal a
discussion was held with the agent to ensure that this
type of problem will be handled correctly in the future.
Customer seemed salisfied.

K646881338

0769105

#02

IL VCO cuslomer states CA 7648 did not follow the
inbound noles "please repeat phone number before
dialing" customer does not like getling a wrong
telaphone number, Customer Service apoiogized to
the customer. cuslomar would like follow up from the
supervisor.

071111058

Advised agent to be sure to read all customer nofes
and follow instructions. Reminded the agent that they
are allowed lo ask questions if they are unclear about
the instructions. Agent understands. Called the
customer on 7-22-05 at 4.35pm. Spoke with the
customer about the issue and the customer noled that
they will begin to verbally leil the agenl 1o venfy the
calling lo number rather than rely on the noles.

KE46831465

070908

B725

L VCO customer states CA 8725 did not follow
inbound notes "Please repeat phone number before
dialing” customer does not like geiting wrong
numbers. That is the reason for the note. Customer
Searvice apologized to tha customer. Customar would
like follow up from the supenvisor,

08/01/05

On 7/13 met and coached CA to be mare aware of the
notes end foltaw instructions accordingty. Tried calling
the customer on ihe following dales with the
correspanding times: 7/26/05 @ 14.23, 7/27/05 @
10:38, and B/1/05 @ 13:47

KE46881732

D7H8/08

1274

#02

iL VCO customer states CA 1274 did nat follow the
cuslomers noles “Please repeat the phone number
before dialing” cusiomer does nol like to get wrong
numbers. Customer Service apologized to the
Customaer. Customer would like follow up from the
supenvisor.

O110/65

Coached CA on how to verify the dialing number
before dialing out. Coached CA on reading customer
notes when tha cail comes in. Followed up with
cuslomer. Called 71005 at 1:40 pm.




Coached CA on how (o venfy the dialing number
before dialing out Coached CA oh reading custamer
noles when the call comes in, Followed up with
customer. Called 7/10/05 al 1:49 pm.

KB456882451 07/10/05 1511 #01 Cuslomer wanted o make a second call. She typed 07HG/05 Cailed customer on 7/27, 8/1, 8/2, 8112, /15, 81186,
“hello.” bui the agent never responded. She wants ip 8/17, 819, 8/25, 8730 and 9 /12. No answer nor a
know what she can do about it. Agologized. answenng machine picked up. Case is closed.
Supervisor will be notified. Follow up requested.

Fuilowed up with this agent and according to tha
agent, he siated that he ulilized the disconnection
procedure after the first call was completed. Referred
te Acct Manager for a follow up with the customer.

KE47510837 07115105 N/A #25 Disconnect/Reconnect during calis 07/20/08 Customer will log instances of disconnect/reconnects

and report to customer service.

KE46897779 07/189/05 8522F #05 TTY usar said CA hung up on her al the beginning of 0B/02/05 CA was new to both Relay and her Brailleboard. She
the call. TTY user said she gave the CA a mumber to doesn't remember disconnected, but admitted that it
dial and the CA did not dial it for har. The TTY user could have accidentaily happsned. Coached CA to
wanled a call back tonight (7/16) and | Iold her, ensure she is carefu! to never disconnect on a
bacause of confidentiality, | couldn't speak with a CA customer again.
that was not on my team. The she wanted Customer
Service fo call her back tonight and | told her they
would refar it back to us. Then she wanied me to call
the CA's supervisor and tail her  was an emergency
and | said, 'no’. _

KG6460015814 7720105 TB44F #03 Call taken 7/20/05 4:08 pm Agent typed "UR MSG 0712005 6/13/08 TL met with agent. Agenit does nol remembe
LEFT" but cusiomer did not want thai; caller asked call. Agenl was coached on proper call procedures.
agent 1o redial and sk for an operalor. but there was
no response from the agent; then the agent hung up
on the caller.

KE48911579 0723105 606TM #21 Customer wanted to know why agent apologized. Q723105 Agent apologized for gender macra not coming acro

Customer was upset and asked for supenvisor.
Thanked caller and transferred to customer senvice at
customer's request. No F/U needed.

on computer. Not agent error.




KB46815553 | 07723005 8028F #05 TTY user said the CA did not dial the nbr. for her and 0B/08/05 Called customer lo apologize for the inconvenience
then befare the TTY user could (redial ??7)tha CA this may have caused.
heng up on her. Cusl. called on 8:23 {not sure if its
AM or PM). Apgiogized and told the cusiomer that the
appropriate supvr. would cali the customer back. (no
gh. nbr given; therefore no follow up can be made).

Found the cuglomer's phone number (847-544-5334).
Sorry for tha inconvenience | may have caused.

K648338186 | 08/02/05 N/A #25 Disconnect/Reconnec during calls 08/02/05 Advised contacting phone company to upgrade phone
line quality. Advised temporarily moving phone to
allemate household to help identify if interferenca is ir
immediate environment.

KB474902553 08/07/05 2395F #i7 Customer states the CA was impatient, had poor 0B/07/08 Tralner mel with agenl and supervisor who was
voice inflection and aclually yelled at her to slow standing next ta agent tha entire call. Both stated
down. The customer [s an intempreler, and she uses agent had to interrupt cust several times in order to
the service regulerly. The custamer values Relay and _keep up. However, coached the agenl an the
is known cormmend good service. She states “this importance of having patience and watching voice
moming's call using Relay with this particular CA was tona. Agent understands, Followed up via email
just awful * Apologized. Explained that ccaching can B/B/05 explaining agent was coached on the
be provided by her supervisor. Foliow up requested. importance of baing patient.

K648331978 Q8/08/05 Nig, 229 Echo Sounds - CapTel user hears D8/10/05 Advised cuslomer to contact ITAC for a replacement

unit.

KB47502737 | 08/10/05 unknown #29 Cell phone customer calling via IL Relay unable to 08/31/05 Called custemer on 8/19 al 1:40 PM, 8/30 at 10:45
bypass privacy manager due to Caker (0 not and Br31 at 10;45. Left a message each time fetiing
transmitting (apologized for problem encountered them know that technicians updated the old 800
advised complaint and trouble tickel would be number list in the SD switch and should be warking
entered) 7.7. 275,680 Customer requests contad now. Left my number on his voice mail if he had more

questions.

KE48331038 [ OBNMO/CE NIA #29 Echo Sounds - CapTel user hears 08/10/05 Provided tips to help reduce echo sounds at CapTel
users end,

KB48336773 | 08/14/05 N/A #21 Voice user unable to connect to CapTel Servica 0B/18/05 Conducted test call to CapTel customer to ensure

Number

ability 1o reach them through service; atlempted to
contacl 3rd party cailer who experienced the
incidence (o provide further assislance.




K647523430 | 0B/18/05 21866F T #05 IL TTY customer states that CA 2166F hung up, cut 08125105 Emailed customer 8/19/05 for mare information on
end of cali. Customer service apologized for the thig complaint. Received response B/22/05 stating
inconvenience. Cuslomer would like follow up via when relay firs! answer call fi cul off and did not know
amail. why also faw times when tafking some agents cul off

when not done talking or spmetimes answer loa slow
and thats alf | have lo say. Supervisor mel with agent
who did not remembar this call, however was coachec
on the imporiance of not disconnecting calls. Also
advised the agent of the consequancas of doing $o.
Followed up with customer via email explaining
appropriate action was {aken to ensure this nature wil
pot goeur in the future.

KE47523610 | 0B/18/05 9204F #05 iL TTY user slates CA 5204 F hung up before phone 08/26/05 Met with agent, agent does not remember the cafl.
rang. Customar Service apolagized for the Coached agent on the severity of hanging up on a
inconvenience. Customer would fike folaw up via customer, Cuslomer was sent an email regargding
emaif. resclubion.

K847523318 | 08B/M1B/05 5253F #05 IL TTY user states CA 5253F hung up, cut end of the 08725/05 Email sant 8/22. No response as of 8/29.
call. Customer service apclogized for the
inconvenience. Customer would like Toliow up via
email,

Sen! customer another e-mail teday. Sent an e-mail to customer today asking him to get
back to me if he wanted to discuss his complgint.

KE47528341 08/22/05 1727 F #03 TTY customer stated that al 840 am agent 1727 F did 08/22/05 Foilowed up with agent. Agert stated that there wag
not pracess to histher expection. Customer siated no message to be relay prior to the call being placed
sMhe wanted to relay a message te someona at & and misunderstood 85 a specific perscn asked. Agel
hotel howaver agent proceed with 8 specific person was coached on either utilizing a madified call
request, Apologized for the incornveniencs this may announcement in this particular situation or seek
have caused hervim and assured the cusiomer that clarification from the customer,
agent will be follow up on this. No Follow up
necessary. —

KB47530658 | 08/23/05 1843 #26 Custemer dlals 711 for iL Relay to reach a VCO 08/23105 Told customer that our technicians made several tes

customer in WI. Customer hears her party answers,
but garbling prohibits hee from having a conversation.
Explainad that it's typically the VGO unit, but we will
open a2 lechnical rouble ticket. TT 333857 No foliow
up. Customer will check back with us next weak.

calls to VCO user and exparienced only one garblet
word. Suggested thal she wiite down CA number,
date and time of the call as it could have been that
specific position that causad the garbling on the TT°
for the VC O user. This way, we can check that CA's
posilion to make sute it was nat causing the gaible.
The cusiomer kepl intemupting me, not allowing me
finish my sentences She said she did not have time
for this, so | oflerad my phone number so she couid
call me at her convenience and we could discuss it
further. She stated she did not have a pen and pap
and hung up on me. Case is closed.




KB47531736 0872405 0000 *08 The customer stated that at approximalely 555 am Q68724105 Suggested thal any time she receives a relay call, to
she received a relay call from her Deaf brother in law write down the CA number s0 we can work with lhe
regarding a surprise party. Customer stated that the CA if any problams arise during the ¢all. Without the
agent sounds (o be a male agent with scratchy voice CA number, we cannot do anything as all calls are
whio was being very rude and disrespacted her. confidential.

Customer would like Lo find thal agent id number

tecause she requested another agent and she was

then disconnected. Customer would like for us to

trace the call 1o this particutar agent. Cusiomer was

informed that we could not be able fo access to this

information and the agenl who relayed the call. Wanis

a_follow up. _

K647538081 OB/Z7105 1319 M #03 This agent cut this parson off when they were still 0B/27/08 No such agenl working.
typing the message thal was ta be left. Apologized.
No Follow-up requeslad.

No such agent working.

KE47539187 | 08128105 1454F #26 TTY user complained that while dialing a toll-free 08/28/05 Cuslomer did not reques! follow up.
number, lhe message became too garbled to gat the
pertinent info (i.e., website address and numbers).

Apologized for inconvenience. No follow-up
requested.
Customar did not request foltow up. Customer did not request follow up. Casa is closed.

KBAT543483 08/29/05 5168 #1 This agent did not look up 1o notice that | am a VCO 08/28/05 CA recalled the call came in as Brandad VCO, and
(branded} customer and keplt sending me the # calling when bridged to headset did not hear a number 10
macro. The agent then disconnected since no # was dial, CA then followed proper procedure asking for
given. | am very upsat with agents nai looking at the number to dial and listening for a responsa. CA
customer notes. Apologized to the customer and recaived no number and disconnected the call
nofed that we would forward the complaint to the according to procedure.
appropriate supenvisor. The cusiomer would like
folow-up. i .

Atternpted to contact cuslomer various limes betweer
10/1 and 12/31. Was unable to make cortact with
cusiomer.

KG48985572 | 09/01/05 N/A, #28 Echo Sounds - Other party hears 09/01/05 Technical support sent an over the wire update with




the latest software lo customer's phone. Customer
Service Represeniative sent letier to customer with
tips to reduce the occurrence of echo.

KE48292428

09/11/05

unknown

#29

VCO customer called 10 report she cannot reach an
operator when dialing the IL TTY or VCO numbers.
She says she can only get through when she calis the
voice number. This has happenad all day, ¥/11.
Apolagized for inconvenience. Verified numbers
dialed were correcl. Opened TT#412879. No follow-
up requested.

00/11/08

Apologized to customer for the incoavenience.
Customer did not requesl call back.

KE482a5621

09/12/05

7917

Agent did not wait for my GA before dialing and she
interrupied 3 times white ( was typing. Also,when |
asked for the supervisor she did not keep me
inforrmed. | had to ask if the agent was still Ihere.
Thanked customer for letting us know about the
issues. informed the customer that we would speak to
the agent about thees issues. Customer did not wanl
folow-up.

08/12/05

Reviewed praper calf processing with the agent and
reilerated the need (o keep the TTY cuslomer
informead at all times. Agenl understands lhe
importance of keeping the customer informed and will
follow procedure in the future. The agent also
understands the importance of waiting for the GA fromr
the customer so that we may get further instructions.

KE843292561

09/12/05

9374F, G244M

#25

Customer Complaint: Customer emailad to account
manager, Emma Danielson, that the CAs were slow in
answering his calls, dialing out to placa the calis, and
disconnecied the calls. Customer Service response:
Entered this CCQD at account manager request.
Follow up requesled from account manager.

09/12/05

Customer did not indicate if they made the call
through SRO or lilinois relay. Technicians were
unable to investigate this. Sent a follow up e-mail ta
customer requesting they let us know which relay
service they used and lo call the relay custamer
service in the future. Customer has not sent mare e-
mail messages nor responded to my e-mail, this case
is closed.

K648295790

08/12/08

8866F

#09

Customer is very unhappy with how his call was
relayed using Speech to Speech. He told the CAto
process the call as a cell phone and instead the CA
processed the call as long distance and a supenisor
had ta come assial. Duning the call the CA was nude,
unenthusiastic, unprofessional and caused the call ta
be very confusing by mis-interpreting. The customer
tried Lo correct the problem and instead of lislening
e CA ignored the correction and told the customer
ihat they were not part of the conversation, to speak
directly to the caller. The CA totally mishandled the
call and the supervisor assisling did net help ol altin
clearing up the problem. No supervisor's name or ID
nbr was given,

09/20/05

Customer did not request call back nor ieft
supervisor's name or CA 1D number. Case is closed.

Mei with CA,, CA follgwed instructions as 525 is
supposed 1o be. CA repeated every word the 525 or
Speech persan was saying. CA was not supposed lo
translate ASL. Team Leader did come down and help
and followed procedures. 525 kept saying her and C.
repeated the speech parson, voice person was upsel
and kepl saying it's a him, Procedures were followed.
There was no need Lo transfale ASL due to no ASL
was being used.




K6548410097

09/25/05

unknown

#20

Customer said he was making a S28 call around
12:30 CT on 9/25 and Lhe supetvisor came on the line
and said thal he could not use the service. He said
when he asked the supervisor for their 1D &, they did
not provide it then disconnected him. He said he is
not spaech impalred but the person he called has a
speech problem. Apclogized to customer and advised
that at least ane of the pariies must be speech-
impaired to usa the STS service. Requested follow-up
call from (he supervisor,

Forward ta IL Account Manager to handle.

10/10/05

Called customer to discuss situation on 10710405, Met
wilh supervisor and coached on proper procedures.

K648414279

0D/26/05

Unknown

#29

Customer states that his caller ID has not worked for
a month, He would like a cali back from someone
when the problem is fixed. RCS responge: Thanked
the customer for lefling us know and assured that the
problem would be reponed as stated. Trouble Ticket
450236 Call back requested

Resubmitted Trouble Ticket 516948 par MO tech's
advice - to SC center wilh furiher information and
recently updated agent number 2155F,

Reassigned lechnical complaint to iL AM for custemer
follow-Lip.

10/04/05

Customer stated that it is now working, but did net
know why the caller ID did not shiw the number of the
party who was calling him. He thanked me for calling
him.

KE48413513

09/26/05

1432F

#24

Customer gets recording that her number is blocked
wheft trying to call her son through Winois Relay.
Apologized for problem and opened TT 10 490231,
Follow-up is required for problem resoiution.

09/26/05

| spoke with the cusiomer a2nd she stated that she
now has SBC for her long distance calls and has not
had any problems when making relay callg, She
thanked us for following uUp with her.

K648419421

06129105

unknown

#4

VCO custemer called to complain that when she calls
her friend's number, she gets a recording thal her
friend’s number doesn't accept blocked numbers.
VCO number is not 8 blockad rumber. Even when
she dials *82, the number stlil shows as blocked.
Apologized for inconvenience. Opened TT#504042.
Follow-up requested.

09/29/05

Customer picked up the phone and hung up on me
twice today.

| called and gol har answering maching. Left her a
TTY message to call or email me.



| calied at 4:15 PM on 4/18, the person who answered
hung up on me. | ined reaching her 4 imes wilh no
succass, case is closed.

KB48428156 | 10/02/05 &88ar #09 Voice customer received Relay calt & later able to 10/08/05 CA was coached and was emphasized to pace, clarify
read printout af work place agent did not type what and be sure to have Voice person repeat if something
voice person said after the initial hello this caused a is nat clear or understandable in arder to type
great deal of confusion after voice person saw print verbatim.
out they undersiood why there was 50 much
confusion because the TTY user did not receive avery
thing said (apologized for problem encountered
advised complaint weuld be lorwarded o
management) cuslomer did not request contact

KB49627659 10/10/G5 NFA #25 Disconnect/Reconnect during calls 1010405 Sent customer information explaining the difference

between a CapTel phone and a traditional phone.
Explained to customer why
disconnection/reconnection might be occurding and
serd email with tips to reduce their occurrence.

KB48850412 | 100111103 8530 ¥#28 An IL voica calier complained that when she placed a 10/11/08 The customer stated that her father had not
call through relay her father was getting garbied expenenced any garbling recently.
messages. Entered TT aumber 557 441 Cusfomer
does request folfow-up

K648575820 | 10/18/05 LEYE] #17 Custamer called to comptain that CA 8875 cussed at 10/18/05 Team Leader checked and there is no CA using 8875
her and disconnected customer. Cuslomer wants the at this time. Trainer called to get a belter numbar and
CA fired. Customer cannot be reached by the phone number

given, A recording comes on saying subscriber not
reteiving calls.

KG49628738 | 10/19/05 NiA #07 Capfions Lag too far behind voice 10720005 Caption Center Director investigated CA performance

during cali and followed up accordingly.

KE48992987 | 10721/05 1316 #29 Customer slates that this has been reported saverai 10/26105 Technician was nol able to reproguce the problem
times before that his cafler (D will not send. The originally. The agent's compulers were rebooled and
problem has never been carrected and he has nevar caller ID were working. YWhen the caller called,
received a call back on fhe earler complaints as insufficient information appeared on the agents’
requested. Previous complaint K648414273 with computers. Accourd Manager left a message on
Troubde Ticket 516548 and complaint K648414279 caller's voice mail advising the caller to contact T-
with T.T. 490238, RCS response: Apologized for tha Mobile customer service to issue a trauble ticket.
problem and assured that the problem would be
submitled again. Troubie Ticket 611166 Cali back
reguested.

KB49629152 | 10/24/5 N/A, #25 Disconnect/Reconnect during calls 10/24/05 Advised customer to have DSL line checked and

check to see il in line filter is in good condition.




K649020484 | 10/31/05 1811 #17 VCO user said the agent did not dial ouf, did not do 10/31/08 This agent was not working this day. No fusiher follow
arything. Agent sal there and did not respond. VCO up needed.
usar very upset with service says this happens too
many bmes to count.

K§43020286 10/31/05 2108 #11 VCO axplained instructions and reminded the agent 10/31/05 Supv met with agent and coached on {he imponance
1o read customet notes. Agent still did not follow VCO of following instructions and requests from the
request and instruchons. VOO very upset said this cugtomer. Agent understands. No F/u requested.
rudeness happens loo many limes 1o count.

KE4936830384 10131408 NIA #29 Technica! - General 11/03/05 Long distance network circuit problem identified and
repaired by service provider. Confirmed this remedied
the circumstance.
KE49630412 16431705 NIA #07 Captions Lag too far behind voice 11/03/05 Apologized for incidence. Investigating to see if thers
was a fechnical difficulty during the call. Advised
customer to let us know should any future calls have
sim#ar problam,
K549022143 | 10431005 unknown #28 Customer could not make ¢efl phone call through IL 11/14/05 Tachnician worked with T-Mobile customer sarvice
relay service. His number was showing as restricted level 2 representative and issued a billing trouble
{this has never shown this way befom). Agent said ticket from T-Mobile's side. Sprint lechnician couidn't
they cauld not allaw call withou! billing method being locate the source of the problem. Account Manager
chasen. Cuslomar did not gef agent 1D number. Call updated the caller and advised him 1o check with T-
was never compleled. RCS response: Apalogized for Mobile. He had similar problems using Hamillon Rela)
the problem and assured that a trauble ticket and in Wiscongin.
complainf would be sentin as stated. Call back
requested.
Trouble Ticket 656922 opened on this issue
internal Update Performed

K643022296 | 10/34/05 kN #28 Customer statas that he has tumed in several trouble 11/14/05 Technician was nat able reproduce the bifling issue

tickets and complaints and has requesied call backs
en each one and has never yel received a call back
fram anyone. RCS response: Apotogized for the
problem and agsured that the complaint would be
sant in a5 stated.

using his T-Mobile cellular phone. The caller was
advised to contact his carrier and issue a touble
ticket.




K848024037 | 41/01/05 7730 #0535 Cuslomer stated agent disconnected afler i gave her 11/01/05 Agenl dees nol remember the call. Discussed the
the number lo dial. Wasted my time. Apologized for consequences of discannecting calls and the proper
the incanvenience and assured customer this procedures for disconnecting calls. Reminded agent
complaint would be forwarded to the appropriate 10 get a supervisor in the future if they have any
supervisor. Customer wants a foliow up and to please problems, Attemnpted to call the customer on 11-8-05
call the contact number listed. ai 3 pm: fax tones; 2nd allempt on 11-10-03 at 7.01

pm: reached ans mach; 3rd attempt on 11-13-05 at
2:18 pm: fax fones.

K&410264726 | 11/03/05 N/A #21 Voice user unable 10 connect to CapTe! Service 11/22/05 Caller has tried lo use all available voice in numbers.

Number Each attempl results in fast busy indicating misrouting
in tolifree network. Caller is using 711 lo access
CapTel taptioning sarvice.

KE410261673 | 11/08/08 NiA #29 Echo Sounds - CapTel user hears 11/08/05 Provided customer with suggestions 1o eliminate echo

and safiware update.

K649639272 | 11/10/05 9248 #05 NJ customer called in fo say they were using L Relay 1110105 Unabie to resolve the complaint because the number
and reached IL relay OPR 9248 and said call end on is not assigned.
me. Customer service apologized to the customer and
thanked the cuslomar for letting us know. Customers
would like follow up via email,

KE40651066 | 11/14/05 7812F #G5 NJ TTY customer calied in to say he was using IL 11/14/05 This agent is no longer with the company. E.maiied
relay and CA 7812F ended the call while { was giving the customer on 11-25-05 with the resolution.
her to leave the MSG. She hung up on me while I'm
not finished yet. The time was 12:23 PM today. . .

Cuslomer service apologize io the customer. We were not given a complete e-mad address far

Customer would like follow up via email. resolution. However, after attempting several
possibilities, the e-mails were sent back
undeliverable. Therefore, we were unable to complate
the follow-up with the customer.

KG4102683698 | 1117105 NiA #25 Disconnact/Reconnect during calls 1117405 Sent customer information explaining the difference

between a CapTel phone and a traditional phane.
Explained to cusiomer why
disconnection/reconneclion might be occuming and
senl email with tips 10 reduce their occurrencs.

KE49664172 1117105 Unknown #22 Customer's phone number shows as restricted when 11/22/08 Account Manager contacled caller to leam more

it is not a restricted number, Apologizea for the
problem and opened TT ID 74764 5. Follow up
required by Accd. Manager for probiam resolation.

System Message: Ticket has been opened by
customer for appending, bk no text has been
entered. Subticket closed by system.

about cellular phone plan with T-Mobile using
Sidekick |1 but could nat repraduce the billing problem.
Account Manager contacted T-Mobile customer
service to learn that the caller has no restrictions after
talking with the customer via email. The cailer was
advised to contact T-Mobite to issue rouble licket if
this billing issue persigts. Caller mentioned that the
agent was from Wisconsin center but Sprint doesn?




have a center there. So il is possibrle that it is
Hamilton issue and advised him to contact Hamillan
cuslomer service.

KE48671855

11122405

1503F

#05

Customer sfales the call was cut off at 3.48 PMon
11/22/05. No other delail was provided. Apolagized.
No follow up.

11122105

CA does remembar there was possibly one dropped
call during that time frame bul didn't remember the
exact ime. Reminded CA to inform TL on duty if there
are any dropped calls or calls that appear 1o have

dropped.

KE49673255

11/23/05

unknown

#35

Voice cell phone caller unable to complete calls due
lo restricted number via IL Relay problem does not
axisl with other Relay providers calier also having
problem connecting with an ASCH number resigential
number vig IL Relay but able to connect directly with
ASCI equipment (apologized for problem
encountered advised e trouble tickel and complaint
wold be entered) T.T. 771369 Customer expects
cantact asap from Account Manager and/or tech

1125108

assigned to AM

Technician confirmed that the caller's celiular phone
has restrictions. The problem could not be resolved
from Sprint's side. The technician has contacted T-
Maobile at lhe caller's request Lo issue a trouble ficket
for the billing issue,

KB45678932

12715

Unknown

#00

IL customer called the designated number for speech
to speech, between 10-10:30 AM on 11/27/05. There
was a recording sayirg he'd reached the Ralay
Centes, bul no operator came on the line. Apologized.
Assured customer we would check into the problem.
Cabhed customer back (as he requested). Explained to
customer that Force Management advised there was
unusually high calt volume in Speech {o Speech; exira
personnel were coming on. Customer appreciated
knawing. Follow up requested.

Irdemal Update Performed

11727405

Customer service called customer back within 5
minuies of his complaint. Explained unusualy high
cal volume. The problem was being corrected.
Thankad customaer for taking time lo speak with us,

Explained to customer that Force Management
advised there was unusually high call valume in
Speech to Speech; extra pperaiors were coming on.
Customer thanked us for the call back.

545687853

11/30/05

1764F

#05

This operator disconnected me. | was calling a utility
company to ask questions but tha operator
disconnected me. | even asked HELLO R U THERE
Q GA but there was no answer. Thanked cusiomer for
lotting us know and informed the customer that we
would forward ihis to the appropriate supervisor.
Customer would like follow-up.

11/30/05

Dec 3, at 5 pm | {efi the massage on the customars
answer machine staling that the agent had
experienced technical problem and apologized for the
inconvenience disconnection may have caused.




Systern Message: Ticke! has been opened by
customer far appending, bul o text has been
enlerad. Subticket ciosed by system.

Dec 3, at 5 pm | left the message on the customer's
answer machine stating that the agent had
experienced technical preblam and apologized for the
inconvenience disconnection may have caused.

K643681368 | 12/01/08 BT64F #29 IL VCO user calied in to say when har frisnd calis her 12101105 1 calied the custorner on Aprl 7 at 10:25 AM, there
through Relay the friends number is not showing up was no answer Nol an angwering machine.
on her caller ID. Customer is gelting (out of area),
when the call is not long distance. TT 805568.

Customer service apoiogized {o the customer and

ihanked her for being patient. Customer would like

follow up via email.

Reassigned complaint to IL AM 4/13: Called and lherg was no answer.
Left a message on 5/3 asking customer to call me if
still having probiems.

K649897234 12/03/05 €104 #29 IL TTY caller calied in to say Refay is not transmifting 12/03105 Lefl messages on 4/7 at 10:25 AM, 4/13 at 140 pm
the numbers of her callers on to her caller ID. This and 5/3 at 3:05 PM Asked Lhe customer to call me if
staried about 2 weeks ago. Customer Service still expariencing problems.
apoipgized to the customer and tumed in TT 819647,

This also happened through another center so two
Trouble Tickets have been turned in on Lhis issue.
The other TT number is 819857, Customer would like
a follow up from the AM.

K646697194 12703/05 7152 #29 IL TTY caller called in lo say Relay is not transmitting 12/03/05 Left messages on &/7 at 9:40 AM, 4/13 at 1:40 PM
the numbers of the her callers. This started about 2 and 5/3 al 3:05 PM. Asked customer o call me if stilt
weeks ago. Customer service apotogized lo the having problems.
customer and tumed in TT number 819657, This aiso
happened through ancther center so two Tickets were
turned in the other TT number is B19647. Customer

. would like follow up from the AR
KB410265458 | 12/41/08 7838F #03 TYY customer said that agent didn't follow his 12/11/05 Reassigned to appropriate center.

inslructions. He gave the number fo calt and &
massage to leave and the ageni didn't leave the
message on the answering maching as he had

This agent number is not in use at the time.




requested. Apologized and told him a supervisor
would follew up with the agent.

K6410266945 | 12/12/05 2078 #02 Customer stated agent did not follaw noles in 12/12/05 Supervisor coached the agent 1o always follow
database stating to type at 50 wpm and fo disable cusiomers notes and adwisaed the agenf of
lurbo code. Supervisor stated she checked the wpm consequences for not follawing customers notes. No
and it was at 25 and turbo code was nof disabled. No F/UJ requested
FAJ requested.

KE410269443 | 12/12/05 snknown #29 A voice tusiomer calied to report trouble with the IL 12112105 Custlomer siated thal she has not heard the TTY
rekay voice number. For two weeks she has been {ones when she makes a relay call. She said all was
receiving TTY lones when she dials the IL relay toil- working well and thanked me for the call back.
free 800 number. Tanight it took her four tries to get
through, she got a “very loud, piercing” tone in her ear
and no answer after that. Apologized far
inconvenience. Tested the number and ieceived a
voice operator cn the first iry. Opaned TT#861809.

Fotow-up requesled.

KB410276482 | 12/1545 BBBAIF #29 IL VCO user not receiving callers 1D on their caller 1D. 12115/05 The technician cortacted customer fo figure out what
Customer Service apoiogized for Ihe inconvenience may be causing this and he was abile to fixit. Allis
and tumed in TT 880214, Cusiomer would fike follow working fine.
up fram AM,
| spoke with the customer today who shared with me
that she is niot receiving cafier 1D and there is garbling
on most of her calls. | told her | would check with the
technical ‘eam and gal back to her on this.

KB410281916 | 12M18/05 8554 #35 Customer slates her catier id is nof sending. She lives 12119105 Left messages on 5/26 at 10:30 AM and 5/31 and
3 blocks away from the VCO customer. The CID unit 4:45 PM. asking her 1o call me back
shows out of area thraugh Relay. Apologized. TT
892758 was opened. Follow up requested.

Inermal Update Performed | spoke with the cusiomer and she stated Lhe Caller 'D
issue was resalved and 8 working fine now,

KG6410801929 | 12/20/05 NFA #07 Captions Lag too far behind voice 12120105 Custemer shared feedback regardging captioning

speed. CSR apologized for incidence and thanked
customer and informed customer that the feedback
would be shared with appropriale caplioning service
staff. Suggesied customer document tha date* time™
CA #° and




K6410286178 | 12/20/05 2130F #29 TTY custlomer called to report that she is not receiving 12/20/05 Left a message on Aprif 7 for customer to contact me.
caller 1D info when receiving calls via relay. The calier
10 only says, “Qul Of Area.” She said this has bsen
happening for approximalely @ week, and the problerm Left messages on 4/13 at 10:45 AM aha 5/4 at 1:00
does not accur when calls are made directly. She PM. Askedgcuslamer to contac! me if still having
says her sister, another TTY user, has the same problems.
problem. Apologized for incorvenience. Suggested
using *82 1o unblock calls. Cpengd TT#902375.

Foliow-up requesied.

K6410288338 12421105 1888F #26 2nd request on caller 10 not working. RCS request: 05/08/06 Dur technidian called the customer to work with her
Apologized for the problem and assured that the on resotving her Caller 1D problem. He fixed it and it is
complaint would be turned in as stated. Frevious now working.

Trouble Ticket turned in 12/15/05 880214 - this
Irouble ticket 908588 Customar does request call
back

K5410280740 | 12/22/05 1478F #29 iL VCO customer is not getling the number of the 12122105 Qur technician called the customer on her Caller 1D
person cafling her throupgh relay on her caller ID. This issue and he fixed il for har.
started a couple of weeks ago. Customer Service
apologized 1o the customer. Cuslomer would iike
foliow up.

TT 912808 on this one. Pravicusly turned in TT
BBO214 o same customer save issue.
K6410257554 | 12728/05 UNKNOWN #28 itk VCO vser CID dees not receivd CID for any relay 12/28/05 Forward to correct AM for follow up.
calls to het number. It says unavailable for calls and
garbles agent 1D number. Apologized, explained | will
enter a irouble ticket to have the technicians look into i lalked with the customer loday and she said thal the
the isgue. Entered TT 930 971 Customaer does want Caller 1D is now wnrkmg via relay\ She is happy she
contact with resolulion. can see who is calling her.
K6410802797 | 12/29/05 N/A #25 DiscennectYReconnect during calls 12/29/05 Apuologized for incidence and sent customer
information explaining the difference between s
CapTel phone and a traditional phone. Explained to
cuslomer why disconnection/recennection mighl he
accurring and sent email with tips 1o reduce their
QUCUTIENGE.

KE410802828 | 12/29/05 NiA #28 Sound Quality - Static 12/29/05 Advised customer to re-locats CapTel phone to

anather wall jack. Also advised altering set-up of
CapTei phone and lesting away from othar devices
plugged into multi-piex telephone jack. Offered
additenal suggestions and considerations for
troublashooling




K§410303245

12/31/05

8005

26

ILTTY customer had garking duning a call. TT
843657 Customer service apologize and tumed in a
TT. Custemer did not request follow up, bul can be
cordacted if more info is needed.

12/31/05

01/03/2006 07:18: Technician made a les! call with
customer and no garbling occurred on our test calt.
Solved, Closed.




e PUBLIC NOTICE

Federal Communications Commission

445 12th St.. S.W News Madls Information 202 | 418-0500

v el Intemet: hatp:fiwww.fec.gov

Washington, D.C. 20554 TTY: 1-888-835-6322
DA 06-1175

Released: May 31, 2006

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES AND
TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT THE
ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING TRS IS DUE
MONDAY JULY 3, 2006

CG DOCKET NO. 03-123

The Federal Communications Commission’s Consumer & Govemmental Affairs Bureau reminds states
and interstate telecommunications relay services (TRS) providers that they must submit their annual

consumer complaint log summaries for the 12-month period ending May 31, 2006, on or before July 3,
2006.

To assist the Commission in monitoring the service quality of TRS providers, the Cornmission requires
state TRS programs and interstate TRS providers to maintain a log of consumer complaints that aliege
violations of the federal TRS mandatory minimum standards.! State TRS programs should report all
complaints made to the state agency, as well as those made to the state’s TRS provider. TRS providers
that provide interstate traditional TRS, interstate Speech-to-Speech (STS), interstate Spanish relay,
interstate captioned telephone relay, Video Relay Service (VRS), or IP Relay are also required to submit
complaint log summaries. These summaries are intended to provide an early waming system to the
Commission of possible service quality problems. Additionally, this information allows the Commission
to determine whether a state or interstate TRS provider has appropriately addressed consumer complaints
and to spot national trends that may lend themselves to coordinated solutions, This information further
enables states to learn how other states are resolving complaints.”

Complaint log summaries should include information pertaining to complaints received between June 1,
2005, and May 31, 2006. Complaint log summaries shall include, at a minimum, the total number of
interstate relay calls by type of TRS (i.e, traditional TRS, STS, captioned telephone, IP Relay, VRS), the
number of complaints received that allege a violation of the federal TRS mandatory minimum standards,

' See Telecommuntications Relay Services and Speech-to-Speech Services for Individuals with Hearing and Speech
Disabilities, FCC 00-56, Report and Order and Further Notice of Proposed Rulemaking, 15 FCC Red 5140, at 5144-
5145, para. 9 (March &, 2000) (improved TRS Order}; 47 C.F R §64.604(c)(1) (TRS “mandatory minimum
standards" requiring filing of consumer complaint logs).

2 Improved TRS Order, 15 FCC Red at 5190-5191, para. 122.



the date ofithe complaint, the nature of the complaint, the date of its resolution, and an explanation of the
resolution.”

All filings must reference CG Docket No. 03-123. States and interstate TRS providers who choose to
submit by paper must submit an original and four copies of each filing on or before Monday, July 3,

2006, To expedite the processing of complaint log summaries, states and interstate TRS providers are
encouraged to submit an additional copy to Attn: Pam Gregory, Federal Communications Commission,
Consumer & Governmental Affairs Bureau, 445 12" Streer, SW, Room 3-C417, Washington, D.C. 20554
or by email at Pam.Gregory@dtee.gov. States and interstate TRS providers should also submit electronic
disk copies of their complaint log summaries on a standard 3.5 inch diskette formatted in an IBM
compatible format using Word 97 or compatible software. The diskette should be submitted in “read-
only"” mode and must be clearly labeled with the State or interstate TRS provider name, the filing date and
captioned “Your State_Complaint Log Summary.”

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight courier,
or by first-class or overnight U.S. Postal Service mail (although we continue to experience delays in
receiving [J.S. Postal Service mail). The Commission's contractor will receive hand-delivered or
messenger-delivered paper filings or electronic media for the Commission's Secretary at 236
Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002. The filing hours at this location are
8:00 a.m. to 7:00 p.m. All hand deliveries must be held together with rubber bands or fasteners. Any
envelopes must be disposed of before entering the building. Commercial and electronic media sent by
overnight mail (other than U.S. Postal Service Express Mail and Priority Mail) must be sent to 9300 East
Hampton Drive, Capitol Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and
Priority Mail should be addressed to 445 12" Street, SW, Washington, D.C. 20554, Al filings must be
addressed to the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 12" Street, SW, Room TW-B204, Washington, D.C. 20554,

The full text of this document and copies of any subsequently filed documents in this matter wili be
available for public inspection and copying during regular business hours at the FCC Reference
Information Center, Portals 11, 445 12°® Street, SW, Room CY-A257, Washington, D.C. 20554. This
document and copies of subsequently filed documents in this matter may also be purchased from the
Commission’s duplicating contractor at, Portals 11, 445 12" Street, SW, Room CY-B402, Washington,
D.C. 20554, Customers may contact the duplicating contractor at their web site www.bepiweb.com or call
1-800-378-3160.

To request materials in accessible formats for people with disabilities (Braille, large print, electronic files,
audio format), send an e-mail to [cc304@nfec.pov or call the Consumer & Governmental Affairs Bureau at
(202) 418-0530 (voice), (202) 418-0432 (TTY). This Public Norice can also be downloaded in Word or
Portable Document Format (PDF) at: http:/fwww.lce.gov/cghidra.

For further information regarding this Public Notice, contact Pam Gregory, Consumer & Governmental
Affairs Bureau, Disability Rights Office (202) 418-2498 (voice), (202) 418-1169 (TTY), or e-mail

Pam.Grevorvipice. vov,

-FCC -

Y See 47 C.F R. § 64.604(cX1).
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Mineis Telecommunications Access Corporation

3001 Montvale Drive = Suite D ¢ Springfield. Winnis 62704
Y/TTY BO0-B41-6167 »  ¥/TITY 217-H98-4170
FAX: 217-698.0942

June 26, 2007

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Rm. TW-B204
Washington, DC 20554

Ovemight Majl: DHL
RE: CG Docket 03-0123

Public Notice DA (07-2762
Released: June 22, 2007

Dear Ms. Dortch:
As directed in the above-mentioned Docket, enclosed please find four copies of the following:

e The State of lllinois’ Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1, 2006 through May 31, 2007,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

A CD (formatted in IBM compatible format) of the Annual Complaint Log is also enclosed.
In addition, staff of the Illinois Commerce Commission, regulatory agency of the State of lllinois

for the ITAC TRS Program, reported that no TRS or CapTel complaints elevated to that agency
from lJune 1, 2006 through May 31, 2007.



Page 2 of 2
June 26, 2007

Please contact me if you require any additional information.

Sincerely,

Patty Kress,
Assistant Director

cc: Emma Danielson, Illinois Account Manager, Spn'nt Relay (without disk)
Christy Pound, Illinois Commerce Comnmission, [TAC/ITAP Liaison (without disk)
Arlene Alexander, Federal Communications Commission (via electronic e-mail w/out
disk)

Enclosures:  Attachment #1: Four Copies of Annual [llinois TRS Complaint Log and CapTel
Complaint Log
1 — CD of Annual TRS Complaint Log for Ilinois



Complaint Tracking for IL (06/01/2006-05/31/2007). Total Customer Contacts: 125

Dale of
Compiaint

Nature of Compiaint

Oate of Resolution

Exptanation of Resolution

0%21/07

Customer stated that peaple could not hear her when she uses IL relay service,
that her voice fades in and out on her out going calls,

Resolution is pending and
will be completed within the
required 180 days

IApologized for the problem and assured thal the complaint would be tumed in
as stated. No call back requested. Trouble licket was created. This is 3 knawn
issue and it is being researched.

05/25/07

CA did not wail for "GA" when given dialing number. Customer wanted o give
specific instructions and call was placed without being given instructions.

05/25/07

Team leader spoke lo agent about wailing for the calter's Go Ahead.

05/14/07

TTY cuslomer stated operalor typed, "recording playing” and did nol type out
{the recording and then hung up,

05/16107

Supervisor met with agent who stated she consistenily follows the recording
procedures and was able 1o demonstrate those procedures. Made three
unsuccessful aftempts to contact customer via e-mail to get further informatian
for a clear understanding of what happened. Closing ticket due ta inability to
reach customer.

05/12/07

At approximately 9:30 Eastern, voice customer tried to reach deaf cousin. Agenf
dialed number and voice mail was reached. Agent waited until the voice mai)
completely played out and went back to the customer 1o let her know it was
voice mail. Customer had agent redial. Same thing happened. Customer did no
like this and stated it wasted her lime because the agent should have let her
know nght away it was the voice mail. Customer stated she had previcusly triect
to tell a different supervisor {didn't get name or ID} and the supervisor hung up
on her.

05112107

Apologized to the cuslomer, told her we appreciated her business and would
forward this 1o the appropriate center. Wanis a follow up call. Agent followed
correct procedures by listening to the recording and making sure TTY lones
weren't at the end of the message due fo the voice cuatomer stating "I am catling
|y deaf cousin.” Made three unsuccessful attempts to inform the customer lhal
the agenl followed cormect procedures; repealedly received msg stating "the
subscriber you are Irying io reach is not accepting incoming calis.” Closing tickg
due to inability to reach customer.

05/01/07

Cuslomer stated that CA typed out answering machine message and sent
kseveral macros when ha had customer notes to the effect of "do not use

other than fing macro” and “do not type msgirecording at anytime unless asked.”
Customer then stated CA "talked back™ saying the call was being processed
“agccorging (o how hg was trained and to the best of his abilities.”

05/01/07

Apologized to customer and assured customer that CA would be met with
Jregarding these concems, Met with CA and coached on importance of foliowingj
customer notes.

04/30/07

Captions - dropped characters/garbled text

04/30/07

Customer shared teedback regarding dropped characlers in the text. Apoiogized
for incidence and thanked customer for the feedback and suggested custorner
document the date, time and CA number for more specific follow up. Customer
also was advised to try a different phone jack or phone cord to rule out a bad
connection,

04727107

On 4-18-2007 at approx. 9:10 AM, voice customer made a cali toa TTY user
and during tha call, she could not understand what the operalor said, so she
asked her to repeat. The operator would not repeat the TTY text to the voice
custorner. The cusltomer also stated that the operator was rude and in a “snotly
tone told the customer she would have to type everything back to the TTY user
and could nol be involved in the conversation. Cusiomer said other operators
have repeated in the past and doesn’t know why this one wouldn't.

04427107

Supervisor apologized and told the customer this CA would be coached on
rgro!ocol for repeating procedures ang her rudeness. No follow up required.




Sent customer information explaining the difference between a CapTel phone

04727107 Disconnect/Reconnect during calls 04/27m7 and a tradifional phone. Explained to customer why disconnectionfreconnection
Imight occur and sent e-mail with fips 1o reduce occurrence.
Supervisor met with agent who stated she asked cuslomer if they wanted lo
fnlace another cafl and got no response. Agent stated sha would never just hang
Customer said that Agent hung up on her after she had given the calling to up on a customer, Agent demonstrated knowledge of consequences for
04/18/07 number. The caller would like a follow up call; specifically, she wants agent to 04/18/07 disconnecting a customer. Agent was coached on proper disconnect procedures
apotogize persanally. and now undarstands. Made three unsuccessful attempts fo follow up with
customer, There was no answering machine to leave a message on alt 3
Jattempls. Ciosing ticket due to inability to reach customer.
. t i
TTY cstomer was upset unen e A son e morent plnse” afer she e L Tl liyea corect proceut. S e o
Garisip7  |dialed outa number. He said he didn' iike the "One moment macro” and he 04/15/07 him the outdial would be defayed while she tried the call again. Assured
didn't know why she was sending IL. He said this praclice needs to be changed hi . il ih - . "
to include "why" the operstor is saying "One moment piease.” customer his suggestion to include the “why" with "one momen! please” so that
. the customer could be better informed would be documented.
JExpiained how the CapTel works and how the quatity of the phone line or
04/13/07 1Captions - dropped characters/garbled text 04/13/07 network affects the qualily of the captions. Explained how to contact the phone
company to have them check the guality of the line.
Customer says she cannot get through to her son's local phone number when Apologized for the problem and assured that the complaint would be sent in as
04/02/07 lusing iL relay service. She has had problems with this before. Her caller 1D is o4nona? stated. Calf back requested, Trouble Ticket was created. Updated her profile (o
not sending so as to gel through her son’s privacy manager., show Comcast as her carrier of choice,
The customer reported that the relay operator hung up on the cuslomer at the
03/26/07 onset of the cal. The cystomer reached relay and this cpemator did not respond 03/30/07 Apoiogized and explained the information would be reported 1o the appropriale
to the customer and the customer's questions, and then hung up apparently center. Customer did not request call back.
Ibefure the call was out-dialed.
The customer reporied that the relay operator hung up an the customer at the Apologized and explained the information wauld be reported to the appropriate
lonset of the call. The customer reached relay and this operator did not respong center. Supervisor met with agent who stated she recalled several calls that
03130/07 fo the customar's questions, and then apparenlly hung up apparently before the 03730/07 came in on wrong line and unable to connect. Supervisor coached agen! on the
call was out-dialed. Apologized and explained the info will be reported to the importance of submitling a Trouble Tickel if a problem occurs, Agent understood
appropriate center. No follow up requested.
Apoiogized for incidence and thanked customer for the feedback and informed
i i id be shared with i iorh i
03/26/07 Accuracy of captions 03128007 them that information woul ed with apprapriate captioning service staff

for follow up. Suggested custormer document the date, time and CA number for
rnore spacific follow up.




Technical Support made change allowing customer to reach a regional toli free

- ) ' i 4
0372807 Dialing Issue - Unable o dial regional 800 number 03/28/07 number.
Customer states that this operater had lerribie voica inflection and sounded lke
a robol He also said that the operator did not handie the call weil and it made Apoiogized for the problem and assured thal a complaint would be sent in as
03/26/07 for a very impersonal, unnatural call. Apologized for the problem and assured Q3727/07 Istated so that the problem would not be repeated. No call back requested.
that 2 complaint would be sent in as siated so that the problem would not be Discussed with operator.
Jrepealed. No call back requested.
Agent didn't follow instructions {nct to type Ans Mach) and hung up on caller . . . )
030507  [when the caller was talking to him to clarify instructions. Caller wants apology 03/26/07 CA was terminaled before supervisor could meet with the CA. Supervisor called
from agent.. customer and lefl message.
Wife is TTY user. Voice users call in on voice 800 number, wife picks up and
says | am a TTY user, then puts phone on cradle for TTY, then the cali does no Created Trouble Ticket; custamer stated that they figured out the problem was
03/23/07 g0 thru. Catler said TTY is near the stove and this may be part of the problem, 03/26/Q07 the numtrer their hearing friends were calling and ihat was why they were not
aiso says probiem is not consistent, but did happen 3 times this evening. Caller cornecting with his wite. All is se!. He thanked me for following up wilh him.
acknowledged problem could be from many factors. Caller wants fallow up call.
Custorner was talking with his/her aunt when all of a sudden there was no Tald the customer the issue would be forwarded to the agent's supervisot to find
03/24/07 Tresmnse. The aperator never informed the caller if the party hung up or what 03/24/07 iou! what happened and why the agent didn't keep the customer informed.
happened. Customer feels as if the oparator just hung up on and disconnected Customer did not request a {oliow up call,
VGO customer was very upsel that CA did not folicw her insfructions. She asked
him fo indicate If an answering machine came on; he was to give her the "go . , . )
ahead™ and she would leave a message the first time as this was a good friend Met Tﬂlh CA t: ho said matt:ﬂer !he answenn'g maChm: piayed and the VCO
Iof hers who was very il and she didn'l want to bother her. After the CA gave he ;;at:n;a“:?mevrgegzag:ésﬁznimﬁzm?d Fg;k': :Jph; & phﬂ,"‘: but ;asvncoé b
02/25107 the "go ahead.” her friend picked up and answered the phone whila she was Q¥21/07 usim v?o rds in arenmzses abo‘t the n fa ' )«Ilcar;l!n orm the ndt
ieaving the message. She felt the CA did nat properly inform her her friend was and Etlhe rest of gw It (the voi ! pr?gress of the ca @f ions or sounds)
on the fine and from that point could not process the cal at all. She was not e Tha VO Lesﬁo ':e:j:::“tfu";essag;"te:‘:: ' ﬁ‘e"’ are not
receiving any text on her screen while her friend was talking, which the CA "3 q ns. stil be typed to the caller.
should have typed.
03/21/07 Dialing Issue - Unable to dial regional 800 number 03/21/07 JTechmcal Support made adjustment so CapTel user could successiullty make

captioned call to regional 800 number,




Apologized for incidence and thanked customer for the feedback and informed
them that inforrnation would be shared with appropriate caplioning service staff

j i i 03rsio7 .
03/16/07 Captions Iag oo far behind voice for follow up. Suggested customer document the date, time and CA number for
more specific follow up.
. . Thanked caller, and reassured the CA would be followed up with. Followed up
. 03/09 : o
03708707 Agent would not dial number given o7 with agent, who did not recall the call. Goached on proper procedures.
0370507 Service - General 03/05/07 Technical problem identified. Resalution provided by network vender.
03/05/07 Service - General 03/05/07 Technical problem identified. Resolution provided by network vendor.
03/05/07 Service - General 03/05/07 Technical problern identified. Resolution pravided by network vendar,
03/05/07 Service - General 03/705/07 Technical problem idenlified. Resclution pravided by network vendor.
03/05/07 Service - General 03/05/07 Technical problem identifled. Resolution provided by network vendor,
03/05/07 Service - General 03/05/07 Technical problem identified. Resalution provided by network vendor.
03/05/07 Service - General 03/05/07 Technical problem identified. Resolution pravided by network vendor.
03/05/07 Service - General 03/05/07 ‘Technical problem identified. Resolution provided by network vendar.
VGO customer said the eperalor did not follow her instructions. She told the
i each wering machine, tth ing - . L . . .
oper-atur if she r ed an answering . not o type aut the reoordmg_ Apologized. CA thought she was following instructions; exptained that with
oziogjo7  |ohe justwanted (a leave a message. She said the operator lyped fans machine 03/03/07 instructions from a VGO the intent s ta leave a message the first time the call is}
reached), released the line and then lold her she would redial so that she could ‘diaied out. Coached on corect procedur 2 5539
leave a message. Custormer said this isn't what she wanted and the operator ' P ure.
was wasting her time.
il VCO customer was very upset and said, " This agent was disgusting and did
not know what she was doing. | am furious and she needs mare training. Sha
inging..1...2..3.. and th d (F) HELLO G d .
sent that lh e phong was nnging . nd then type_ *) Aan Apologized lo the customer and assured her that | would pass the complaint
then continued to ring...4...5...6..7.. | said hello to my sister and never got a ) . . L . .
03/02/07 . ) 03/02/07 onto the appropnate center. This agenl was stil in training and did receive
response back. | asked if the operator was still there and got no response. | had additional training and sucoasshul mpleted the taini . s
ta cail back to a different agent and when | finally spoke o my sister she said 9 siully completed the training requirements.
that the agent did announce the call was from her sister but then my sister heard
a click and nothing. t am furious!™
. Apologized ¢ : f 10/6¢ ti d wi
08/19/06 Operator was unable to process the call effeclively. Q2128/07 cc;mpa:;zym O customer. As of 10/6/06. agent is na longer employed with the
) Apoiogized for incidence and thanked custemer for the feedback; informed
. . \ | . . S .
02/20/07 Accuracy of captions 02/21/07 them that information would be shared with appropriate capticning service staff

for follow up. Suggested customer document the date, ime and CA number for
mere specific follow up.




IL VCO customer called 1o complain that she tried to call the IL VCO number

Called the VCO line and got through within five seconds. Spoke with supervisor
she said there had been no complaints about IL Relay being inaccessible.

0211807 and 711 bui both lines were busy. “Thank God it wasnt an emergency,” she 02/16/07 Follow-up requesled. Spoke with customer and suggested that sha turn off her
said. "And don't try to blame it on the weather.® TTY when experiencing garbling or do noi cennect with relay. She thanked me
for following up with her.
Explained to customer the diffarence between a CapTel phone and a traditional
02/09/07 Disconnect/Reconnect during calls 02/09/07 phone. Explained to customer why disconnection/reconnection might eccur and|
gave fips to reduce occumence,
02/06/07 Custormer gave phone number and agent did not respond and hung up 02/06/07 CA has been terminated due to other circumstances.
02/06/07 Gustormer gave phone number and agent did not respond and hung up 02/06/07 Team leader met with this agent and coached on disconnacting. Agent did not
rermember call,
Team leader met with this ageni. The agent believe that it took a long time for
01/22107 TTY cusiomer slates they gave number to call but CA didn't say, "please hold,” 01/26/07 the phane lo start ringing and that's why there was nothing going across the TTY
and left screen blank. Customer didn't know if relay was stiff there. user's screen. Sometimes it takes much longer for the call to start processing
than others and it is felt that this was the case. Non-agent error.
Agent was rude and didn't read numbers and letters back when asked. Thanked customer for feattback and team leader coached agent on proper
01/26+07 . . 0126107
Qutbound voice filed complaint. T,)rocedura
VCO calling to TTY user, TTY user could not gel properly connected to receive
01/26/07  |VCO. Tried typing heflo 4 times but no response, Thanked customer for 01/26/07 ?prgk:a:? f;"fecé;“g?; s :;fm'ie?;’:d:‘ig‘;’:z‘sm‘; ‘“;,:e‘ v °‘|a VCI? fo
feedback. Forwarded to comect center for followup. : Y 9 g this pariicuiar cafl.
Sent customer information explaining the difference between a CapTel phone
01/22/07 Disconnect/Reconnect during calls 01/22/07 and a traditional phone. Explained t¢ cusiomer why disconnectionfreconnection
might occur and sent e-mail with tips to reduce occurrence.
ovzzor [TTY customer states that they gave number to dial but the CA didr't tell me to — g: ;"22[': ?:'t: ;ﬁg::;ﬁﬁ;:;“g:“ﬁ:i :';"‘fr:f:a‘g";”h‘?"téh'r’;g‘?“t.'“’"'Ch 'I‘."ad f‘°
"please hold,” and just left screen blank. Didn't know if relay was still there. ge J Y- 9 Istory of similar qualty o
seryice complaints.
Agent refused to provide the customer with their agent ID # and customer was
01/19/07 concemned that agen! kept typing what they were saying. Apoiogized, customer 01119107 Team Leader met with this agent and coaached the agent on the necessity of

has been contacted and advised that agent is to type whal is heard. No further
roﬂow-up requesied.

always giving the agent ID if requested.




Inbound call technical problem reported at 8:15 am CT on 1/12/07 resulted in

0112107 Service - General 01/12/07 increased queue timeas. The problem was camplelely resolved at 10:28 am CT
by CapTel Technical Support.
inbound call technical problem reperted at 8:15 am CT on 1/12/07 resulted in
0112/07 Service - General 01,1207 increased queue limes. The problem was completely resolved at 10:28 am CT
by CapTel Technical Support.
inbound call technical problem reported at 8:1% am CT on 1/12/07 resulted in
01/12/07 Service - General 0112/07 increased gueue times. The problemn was completely resolved ai 10:28 am CT
by CapTel Technical Support.
. . , Agent was spoken to by Team Leader about improper disconnection. Agent
hi numbar. R d onse from
ot/ogigy  |Customer dialed into relay and gave phone numbar. Received no response from| 01/08/07 |remembered catt and did not disconnect on purpose. No respanse from inbound
{agent and was disconnected. Apclogized for siluation. )
s0 want through the disconnect procedure.
Sent customer information explaining the difierence between a CapTel and a
01/05/07 Disconnect/Reconnect during calls 01/05/07 traditionat phone. ExPIal_ned_ to customer why disconnection/reconnection might
oceur and sent e-mail with tips to reduce occurrence. Suagested customer by
the CapTel on another jack in the home,
IL VCO user complains thera is no way o inferrupt lenghty sales pitche voice
caflers and suggests relay establish a procedure to enable this. Apologized, Sent an e-mail lo customer letting her know about the interrupt feature on TTYs
01/04/07 lsuggested she may wanl o check with the equipment manufaciurer if her 01/04/07 and encouraged her ta contact ITAC to try out the CapTel phone as it will ailow
machine can do this. Explained garbling may occur. Cusiomer agreed to contag her fo interrupt the hearing party at anylime.
from account manager if they wish.
Jt. TTY user's number is not transmitting through to his sons caller 10, Custome
01/03/07 said his number is transmitting when the call goes through a different relay 01/03/07 JMade test cails and found that the CID was not always transmitted. Worked on
center, Customer Service apologized to the customer. Created troubte ticket. the servers so that the customer's number will be sent on all calls,
Customer does naot need follow up.
01/02/07 Calier cannot make LD calls outside of llinois. Apologized for problem and 01/02/07 jLeft 3 message on her answering machine on 4/13 at 11:10 AM, 4/16 at 3:55
opened trouble ticke. Follow-required for problem resoiution. it and 4/23 at 4:10 PM. Cuslomer bas not called back. Case is closed.
Customer cannot access her frequently dialed list. Has talked Lo customer
service and they can see her frequent dialed list, but relay cannot. She asked ig . .
01/01/07 R \ 1 ome ) .
have it investigated asap and then asked o be transfered back to customer 01/01/07 Transfered to cust r service for additional help. Non-agent error,
service for additional help.
Customer was upset at CA for nol following notes. Custorner was informed thal
0170107 {it was not the CA's fault because there are no no notes posted to the customer 04/01/07 Non-agent eror.

account. The caller decided to call another center to check 1o see if they could
see his notes. [f not he will cal Icustomer service for heip.




Caller stated they had problems connecting with relay for about a week and waj

‘Team Leader informed caller that if s/he hadn'l been able to connect for a week

1/01/0 . . .
01/01/07 wondering if it was because of heavy hotiday traffic. 0 7 perhaps i's an equipment problem. Referred to customer service.
Agent was spoken to by Team Leader on disconnect procedures. Agent did not
01/01/07 L Agant never put call through and hung up on calfer. Would like to know why 01/01/07 remember the call but was having problems with calls coming in and [hen
0 agent bung on her. Customer would like a foflow up call al 773-221-2584. disconnecting right away. Team Leader cailed customer and explained the
possibility of technical issues.
Apotogized and advised complaint would be forwarded to management; no
Voice custorner reported agent was rude ;number dialed rang 10 times and follow up requested. Supervisor stated voice customer was upsel she could not
agent told customer there was no answer. Cusiomer requested agent let numbem[ hear the phone ringing 2fter the agent told her "phone is still ringing"* and then
continue to ring. Agent said "whatever, yeah" and had an attilude when number asked for a supervisor. Supervisor lold customer once the agent switched back
09/20/06 continued to ring. Customer could not hear it ring as usual, and agent came 09/25/06 over she wouldn't be able lo hear the phone ringing and agent was following
back on line and advised there was no answar. A supervisor was requested who procedures by stating "phone is still ringing,” and supervisor then offered to
was not helpful and customer did not believe the supervisor would take any redial. Customer agked for another supervisor. Supervisor stated he was the
steps to resolve issue. only one on duty at that ime, so customer wanted ta be transferred to custome
service and supenvisor honored that request. Agent followed carrect procedure:
. ‘ . Apologized, assured customer a report with delails would be filed and an
09/21/06 dc.uségmﬁf mce;}rled Ckre::; rdl:gb'::t;re dsony:;u;aﬁla" Cai:qoébgtoc?nr:fr;kd:; th 09/21/06 alternate follow up resource would be sought out; contact requested.Contacted
C’; " peas‘?d de i ;Ihat ad nnl ru:o!{ve he agi e the customer on 1/10, 1/11 and 1/12, person answered and said it was a steel
0 provided agvice olre € Issue. company and that it was a wrong number.
Apuologized. Follow-up requested. Called the customer today and she stated thal
09/25/06 VCQ customer unable to dial 2 specific number. 09/25/06 she did not have any complainis and that all was working fine. She thanked me
or calling 1o follow up on this.
09/29/06 Call id t had bad atfitude. Would not process information 09/29/06 Agent said the caller was very hard to understand and she didn't do anything
aller said agent had Da : process . wrong. Apologized to the customer
Sent customer information explaining the difference between a CapTel and a
10/02/06 Disconnect/Reconnect dwing calls 10/02/086 traditionat phone. Explained to customer why disconnection/reconnection might
occut a2nd sent e-mail with tips to reduce occurrence.
o . . Technical Support made adjustment so CapTel user could suctessfully make
- /
10/09/06 Diafing Issue - Unable to dial regionat 800 number 10/10/06 captioned call to regional 800 number.
Sent cusiomer information explaining the difference between a CapTel phane
10/11/06 Disconnect/Reconnect during calls 10/11/06 and a traditional phone. Explained to customer why disconnection/reconnection
might occur and sent e-mail with tips to reduce occumencea,
Customer complained that CA hung up on customer when customer asked CA
10/12/06 to hold on. The call look place at approximately 10:55 Eastern on Thursday 10/14/06 Agent ID not assigned fo anybody.

evening.




Customer placed a cail 1o a2 major bank's TTY number. Instructed operator not {o
press any buttons and go directly to TTY tones. The operator pressed buitons
tor English then when customer spoke with a supervisor, an ID number was not
given, Apologized for the situation and kept redirecting the customer to finish

Foltow up Requested. Coached CA 1o always follow cusiomer's instructions,
Foltowed up with the customer and mentioned that the CA has been met with

10/15/06 o . X ) 10/20/06 and coached. Also addressed the issue of swiltching agents per customer's
| ¢ Rt on . .
fh"epiiar::'gg ::’:IIC:S'";';E';} rg':;bsm;?:ze' an \I/T:rg :z:&%go\'”::; t;rt?;g;pling request and xplained 1o the cusiomer, per company's policy, that we cannot
o : itch agents.
to get the second complaint on the supervisor, the customer hung up when swi g€
requested lo contact customer service directly without an reiay cperator.
Advised customer to make use of Volume and Tane setlings 1o optimize sound
; quality on CapTel phone. Also advised cuslomer how 1o propery hold handset
10/16/06 Echo Sounds - CapTel user hears 1071606 for echo reduction and of possibility of using an assistive listening device in
. corjuction with CapTel phone.
Customer shared feedback regarding a specific captioned call. Thanked
10/168/06 Accuracy of caplions 10/19/06 customer tor the feedback and noted a technical difficulty on said call was
identified and corrected. Apologized for incidence.
. Advised customer to contact telephone company to eheck and possibly upgradd
- 10/24/0 . I ) .
10/24/06 Captions - dropped charactersigarbled text [ ﬂph one ine quality or to try a different phone jack.
Sent customer informalion explaining the difference between a CapTe| phone
10/25/06 Disconnect/Reconnect during calls 10/25/06 and a traditional phone. Explained 1o customer why disconnection/reconnection
might occur and sent a letter with fips to reduce occurrence.
L , : Technlcal Suppor made adjustment so CapTel user could successfully make
10/27/06 Dialing Issue - Unable to dial regionai 800 number 10/27/06 captioned call to regional 80D number.
. . . Technical Support made adjusiment so CapTel user could successfully make
10/27106 Dialing Issue - Unable to dial regionat 800 number 10/30/06 captioned call o regional 800 number.
. . . . clogized, and said supervisor would e notified; customer wants confact. Met
i {y which wa. Ap ! . !
10/27/06 Mi (f::",ir u::;gu"'ss:::y camplained agent did not relay comectly which was 1222106 with CA, and coached the CA on appropriate procedures. Called Customer, but
coniusing P 9 received No answer.
Agpologized to the customer, and explained that the CA reads what is being
typed. Cuslomer would like follow up from the supervisor, Agent was aware of
TTY caller’s statements and gave assurance that complete message was read
. . " . utilizing conversational English. The clarification requests from the voice party
MI TTY user called in to complain that the CA did not give complete message {4 - .
10/30/06 caller. The party kept saying repeat repeat about threa times. Customer believes 10/30/06 were directed to the YTY and were related lo lhe pu © of the conversaian.

the CA was nol giving their party all of ithe message.

The supervisor reviewing the report is confident the agenl relayed lhe compiete
message. Contacted and assured custamer the agent had followed protocol withf
refaying the complete message in a conversational styte Customer was not
convinced thal she had received good service and feit she ended the call
because of the agent and not the questions from the cutbound.




11/04/06

Catler claimed operator was rude and wants operator off her system. Caller
stated she called relay put a call through 1o ATT caller needed info on DSL.
Words relayed to caller from ATT rep were, "D5L is not available in your area.”
When caller asked for more information, she kept gelting same statement and
stated operator was not doing her job. repealing repeating "DSL. is not availab‘#
in your area.” Caller was upset.

11/04/06

Caller was Upset aTter ClaniCau Of BVEI LY. CARIOUIBY HIGL LA a 1ei pr o
or cable company will supply info on dsi DSL it is in her area. Caller doesn't waml
to deal with this operalor anymore nor a return call an this matter.

Supervigor met with agent who stated she was typing exactly what the ATT
representative was saying. No agent error. No follow up requested.

11/07/06

iL voice customer called to complain that agent did not follow instructions when
piacing a call at 8:01 PM today and that caller had to place the call three times t

get the call through. Apologized for the incanvenience. Customer did nof reques
foliow up.

11/07/06

Agent was coached by Team Leader about following customer insiructions and
it any questions, lo ask for help.

11/07106

Customer complaiped that CA did not foflow instructions to hold for a live person
when she spedfically requested “billing department.”

11/07/06

Thanked the caller for leiting us know and told her the reporl would be sent to
fthe supervisor. No foliow up requested.

11/16/06

(Voice caller calling on behalf of TTY user from business who is unable to dial LD
with camier of choice that has been entered in CDB. Customer was assured by
supervisor and RCS that problern resolved but problems are happening again.

01/02/07

Apologized for problem; all information is correct in database. Opened Trouble
Ticket; custormer wants follow up ASAP. Expiained {o customer that this was a
one-time honest mistake on the parl of the agent. Made 10 lest calls ysing alt
other and had no problems. Customer was satisfied with this explanation.

11/17/06

IL TTY customer stated the operatars said they could not dial Earthiink. There
were several operators that this customer complained about. Customer said
sihe gave the operator 3 number like 1 800 earthlink and the operator said the
number had to be all numbers or was too long. Customer said the cperator
needs to be educated on how to change this phone number into numbers, and
the letters are more thar 10, the gperator should know how to put that in to thew

computer,

11/17/06

Custamer Service apologized to the customer, who wanis the operator coached
on how to do these types of phone calls.Supervisor met with agent and coached
the agent on how 1o properly change 1 800 earthlink into a regutar phone
number. Agent understood. No follow up requested.

11117106

ILTTY customer stated the operators said they could not dial Earthlink. There
were several operators that this customer complained about. Customer said
s/he gave the operator a number like 1 800 earthlink and the operator said the
number had to be all numbers or was too long. Customer said the operator
needs to be educated an how to change this phone number into numbers, and i
the letlers are more than 10, the operator should know how to put that in to the
computer.

11/17/06

Customer Service apologized fo the customer, who wants the operator coached
ot how lo do these lypes of phone calls. Supervisor met with agent and coached
the agent on how to properly change 1 800 earthlink into a reguiar phone
number. Agent understood. No follow up requested.

11/17/06

L TTY customer staled the operators said they could not dial Earthlink. There
'were several operators that this customer comptained about. Customer sawd
s/he gave the operator 2 number like 1 800 earthlink and the operator said the
number had to be all numbers or was oo long. Customer said the operalor
needs to be educated on how to change this phone number into numbers, and |
the fetters are more than 10, the aperator should know how o put that in to the
compuler. :

11/17/06

Custormer Service apologized to the customer, who wants the operator coached
on how to do these types of phone calls.Supervisor met with agent and coacheq
the: agent on how to properly change t 800 earthlink into a regular phone
number. Agent understood. Na follow up requested.

11/17/06

it TTY customer stated the operators said they could not dial Earthiink. There
were several operators that this customer complained about. Customer said
s/he gave the operator a number like 1 80Q earthlink and the operator said the
number had to be all numbers or was too long. Customer said the operater

needs to be educated on how to change this phone number into rumbers, and i
the letters are more than 10, the operator should know how to put that in to the
computer.

AN1TH06

Customer Service apologized 1o the customer, who wants the operatar coached
on how to do these types of phone calls.Supervisor met with agent and coached
the agent on how to propery change 1 800 earthlink into a regular phone
number. Agent understood. No foliow up requested,




L VCO customer called to say agent did not fallow her database notes which
said "Do not lype ans mach msg; caller will ieave message at GA." The agent

Apoiogized for inconvenience. Na follow-up requestad. Supervisor met with

11720006 . . . 11/20/08 agent and coached the agent on (he importance of following aii notes in
_typed alt of the recording, then typed "Ans N}ach Hung Up.” The customer askeq dalabase before processing the call, Agent understood.
it he had read her database notes, and he disconnecled.
. ) Lkpologized and told her would folfow up immediataly with the operator.
Vai‘.e cur'stomer was v:rfy uDi:;mm O?e::i;' j:iha?a::?;?;;ds:g C'::Ia.ngon't Customer requested a call back. CA was coached. Reviewed CSi written
11/27/06 Cus .Gme s n_ame again from upgra 0,_ pe . 11727/06 protocol to make sure operator was fully aware that he is able to repsat
Jae! involved in customer conversations.” She asked for a relay supervisor and i sion duri lay. Coa CA sandiv hefolut N
ited over two minutes with no response so she called back in 1o relay Fm srmation dunng relay. ched on {riendly hefpful tone at ait tmes with a
wal : customers. Called customer back to let her know follow up had been completed]
Sent customer information explaining the difference between a CapTel phone
12104106 Disconnect/Reconnect during calls 12/04/06 and a vaditional phone, Explained 10 customer why disconnectionfreconnaction
Imight occur and sent e-mail with tips to reduce occurence.
‘lL 525 customer cannot get threugh to IL 528 number. B77-526-6690. He Apotogized to the caller and told him the test calls were made while he was
attermnpted his call al 3:30 PM CST and reached a voice relay operalor. The holding, and that a Trouble Ticket would be sent to tech. Thanked him for (etting
12/05/06 voice aperalor fransferred him to customer service. Customer service placed 12/05/06 us know. No foflow up requested. Got a 525 agent every tima this number (877
twa test calls from the desk phons to the 525 number and reached silence a! 526-6€20) was called. \f they are full 2t 525 then the calls might drop oul to the
first then a fast busy signal. regular voice line.
Calier reponted that her call to check foed stamp balance was typed incorrectly.
Food stamp balance was typed, “130.45". She redisled using a different relay Thanked the caller for letting us know and told her the report would be sent lo
12/06/06 operator and the amount given was fyped, "140.45%, so she had the operator Q1507 ime call cenler supervisor, No fallow up requested. Team Leader met with CA Lo
’:ediai 1o verity the amaunt and it was $140.45. The fapes of the relay calls wer be sure 10 type verbatm
axed 0 Customer Service depl. and verified.
Customer called in through filinois Refay 1o make a complaint about using Sprin Apologized to customer for inconvenience and stated he complaint would be
IP. Caller staled tha! sthe had placed a call through Intemet. agent had placed forwarded on to supetvisor, Supervisor mel with agent whe had no recoltection of}
12113/06 the call and the phone rang, then appeared o reach a dial tone. Caller stated # 1211306 anything like this happening. Agent stated she usually make notes about
appeared the CA hung up the call. Caller asked CA to redial, then all text on unusual calls. Agent demonstrated knowtedge of carect procedures ta lake
screéen was erased and the caller was disconnecled. wher there are problems wilth calls. No follow up requested.
Customer service apologized to the customer and turned in Trouble Ticket,
12/26/06 I FTY customers notes nol showing to the SD relay operators. 12/26/08 {Customar did not need follow up.Rebooted it and now customer notes are
showing to agenls,
i h { .
12126/06 VCO customer stated thai her frequently dialed numbers have not been showing 12126/06 Apologized, Trouble Ticket enfered. Na follow-up requested Non-agent error.

Iffr the last couple of days.




12/28/06

Voice customer was very upset. He befieved that the CA lied about her operalol
number. By the end of the conversation the supervisor had with him, he was
stating operator 1D number. Customer said the operator was a campletely
ignorant African American female. He has been a relay customer for 10-15
years and has never been treated this way. He also stated that agent was rude,
couldn’t type righl, and seemed 10 not want to be at work that night. Customer
lwants follow up.

12/28/06

Supervisor mel with agent who siated this definitely wasn't her and she is
lNEVER rude to any customers. Tried to call customer and explain wilhgut beng
sure of the agent number, further investigation was impossible. A young git!
answered the phone, put the phone down and called out the name POC askeg
for {which was on the complaint) then came back to the phone stating, "Aciually
you have the wrong number.” Asked again there if that customer that lives {here
and she said NO.

12/28/06

White customer was speaking o her brother via relay, custormner asked operator]
to repeal because she did not hear what the operator said and the operator
would not repeat. Operator said, "You have ta talk to your caller,” and redirectej
her.

12/28/06

This agent ID number is unassigned.

While individual aperator coaching is not possible, the center will take care to
fwatch for and attend lo any concerns similar to that described by the cusltomer

09/13/06

Asked CA to dial 800 number. First time, CA misdialed the number then the
customer had her redial 5 imes and said CA kept preasing buttons. CA then
said, "This is CA XOOUXF if no respanse, CA will disconnect.” The whole time
customer was saying, "Hello, helio.” CA would not respond except for the phrase
[for disconnecting and hanging up on the customer, Cusiomer was very upset
and wants a follow up ASAP.

09/30/06

Apoclogized to the customer for any inconvenience this may have caused.
Informed tha customer that this CA will be met with and coached by the
supervisor. CA explained that when this call came in, the customer notes stated
VCO, TTY, and Voice all use this fine. The "voice" person using the relay was
not calling ol to anyone who was deaf or hard of hearing. When the CA
expiained that she could not piace their call lhis person responded “they wers
just toa lazy to use the VCO phone” and to "just place the call.” The CA did disi
out as requested but had difficulty hearing the inbound and felt that there was a
problem with the line. She did \ry several times to get back to the inbound bul
Could not hear him. She was very frustrated herself as there seemed to be no
response from the inbound customer.

09/11/06

Caller reporied that CA did not foliow instructions o get a live person on the
line. CA typed that the recarding wauld not allow a five person until Ihe
telephone number was entered.

09/11/06

ogized for the inconvenience and toid the caller the report would be sent 1o
the call center supervisor. No follow up requested. Team Leader met with agend
whao informed the calier that phone number was needed lo continue and caller
would not give information to agent o complete the call. Reviewed proper call
procedures with the agent.

09%/11/06

iL §25 customer stated they had difficuliies hearing the ocutbound caller's voice
when they place calls through $28 relay. Customer called Sorenson VRS then
requested VRS to make a three-way call lo $25 without announcing that VRS
was on tha fine. Customer then requested 525 to call outbound persan on this
particular call. Customer siated, however, that the volume issue has occurred
when calling directly 1o $25 withou! VRS in the past.

09/11/06

Apologized for prablem and entered trouble ficket. Foilow up requested only if
niecassary. Made test calls and watched the calls handled at each S2S slation
and ne problems with volume occutred at any of the stations.

09/08/06

Agent did not follow customer notes re: recordings and macros. Caller felt agen
was rude. Caller will fax call info to IRC headquarters lo file a complaint, Did not
irequest feedback from Sioux Falls centar.

09/08/06

Agent was coached by Team Leader on the proper procedure for following
custormer instructions and reading customer notes,

06/08/06

iL TTY customers database not appearing when calls are processed via OH,
MN and SC Relay centers; customer spoke with supervisor at OH center who
confirmed database not available 10 agent customer dialing to IL Relay.

03/07/06

Apologized and crealed Trouble Ticket, Customer requested contact. The
customer stated that the agents in a few of the centers did not read his notes nat
to type the message from answering machines. He has this in his profile, and it
is working well. He was satisfied.




Transferred in from IL relay service and could not read what the problem was
because of the garbled massage. RCS response: Apologized for the problem

Spoke with Ihe customer who said it was working finé. She gsked what was the

. . Qg/07/06 best way to prevent hearin ople from hanging up on her when she call
07/13/06 and assured that a trouble ticket would be sent in on the issue. Trouble Ticket ylop . 9 peop! g §up called
- g them. Gave her some tips. Customer was satisfied.
was created. Customer would like call back when the problem is fixed.
i . . Apologized for the problem and turned in a troutle licket. Follow up requested |
omer Y . o h
09/03/ @131 1 loperalllor C;’rtl:me‘ijl Cuf\tttu the';s :::fnf;aru:g m?ﬁiﬁﬁ:ﬂ;ﬁ gfge 09/03/06 further information is necessary.Customer from 911 cenler stated that if 2 call i
06 relay C2 anbe € cail we gency an emergency, it should go to 217-532-6771 (ER 911 nbr), not to their non
emergency number. emergency number.
L TTY customer stated agent did not follow their instructions and leave a Apologized for the problem. No fotfow up requested. Supervisor met with agent
08/259/06 message on an answering machine. RCS apologized for the problem. No follow] 08/29/08 who did not remember this call, but was coached on the importance of keeping
jup requasted. customer informed. Agent understood.
08/28/06 Echo Sounds - CapTel user hears (78/28/06 Discussed tips on how 10 reduce the occurrence of echo with customer.
Apoiogized and created Trouble Ticket; no follow up requested.
08/23/06 VC? C""""?‘e’ I’e"fl:"d problem with Caller ID ot transmitiing thru specific calf 08/24/06 Checked this stalion and it was passing Caller 1D correctly. therefore the
ceniers on local calls. problem that accurred was not at the positian level Placed several calls from th
test position and each call passed CiD cotrectly. j
Apologized for inconvenience. A troutde ticket was crealed. Foliow-up
0R/Z0/06 L TTY customer called to complain that his caller 1D Is showing as "blacked” 08/20/06 requested. Customer stated thal he worked with a technician and discovered
when he calls other numbers, which stops his calls from going through. that an agent had put a block on his Caller 1D. It was removed and is working
Inow. Customer was salisfied,
Sent customer information explaining the difference between a CapTel phone
08/15/06 JDisconnect/Reconnect duning calls 0B/15/06 and a tradilional phone. Explaired to customer why disconnection/reconnection
might occur.
Call Center management addressed concem expressed with quality
a8/14/06 Accuracy of captions 08/14/06 management team. Customer asked to report CA number to allow more direct
Holiow up with specific CA.
Apologired for incidence and thanked customer for the feedback and informad
08/02/06 Accuracy of captions 0B/02/06 them thal information would be shared with appropriate captioning service siaff
for follow up.
) . . . ciogized for incidence and th r for the feedbac inform,
08/02/06 Captions Lag too far behind voice 08/02/06 Apclogized dence anked custome e feedback and infofmed

tharmn that information would be shared with appropriate captioning service staff.




08/G2/06

Captions fag loo far behind voice

08/02/06

Expiained lo customer how CapTel service generates captioning and how to
document and report problematic captioning back to our Call Center for quality
control.

07/28/06

\At about 3:36 AM, voice customer calied into relay to dial 800 TTY number,
According to the customer, the CA heard the recording and announced that
there was nota TTY ai that number and then hung up.

07/28/06

Foliow-up requested by phone and also an apology letter mailed out. Team
Leader met with agent and reviewed proper calf procedures with agent, who
understood. Team Leader contacted customer and got the customer's father.
Explained and apologized for the complaint. Customer's father said that a letier
was not necessary.

07/26/086

TTY customer stated agent did not follow instructions. A call was placed 1o his
Jmor and the agent gave the mom control of the call and did not follow
customer's instructions.

GV 26/06

Supervisor apologized for the inconvenience and assured this wouid be
Jiorwarded o appropriate supervisor. No follow up requesled. Team Leader met
with agent to review proper call processing procedures. She is aware that she
should try to follow customer instructions whenever possibie.

07/17/06

HDisconnchRemnned during calis

07/17/06

Apologized for incidence and sent customer information explaining the
difference between a CapTel phone and a traditional phone. Explaired to
customer why disconnection/reconnection mighl occur and sent e-mail with tips
to reduce accurrence.

07/13/06

TTY user complains agent did not give accurate information during her call.

0713/06

Apologized, and said supervisor would follow up with agent; customer wanted
contact, This agent |ID number is currently unassigned. Attempted to follow up
with customer three times unsuccessfully, so ticket is closed.

0710806

IL TTY customer complained that agent transferred her to Customer Service
without asking lo be transfermed.

07/08/06

Apulogized lo the customer. No follow-up requested. Agent was coached om the
{importance of not making decisicns on any calls. Agenl understood.

07/03/06

At 6 AM the TTY customer said that he gave a humber for the CA to dial and
that it was not dialed out. Afsc asked if the CA was still on the line and there was
no answer. Apologized ta the customer. No follow-up requested.

07/03/06

Apologized to the customer. No follow-up requested. Spoke with agent who said]
the call was placed and then instantly the red banner appeared and then it
seems to be frozen for a couple seconds. Agent then attempled to request the
supervisor but than the line got disconnecled. Supervisor On Duly was unable to
record such event.

07/03/06

Al 6 AM, the TTY customer said that he gave a number for the CA to dial and
Ithat it was not dialed out. Also asked if the CA was still on the line and there was
no answer.

07/03/06

Apologized to the customer. No follow-up requested. This was the agent who
took the call when the customer asked for a supervisor. The compaiter screen
1indicates the time as 6:03 AM. Upon asking the customer when this incident
oceurred, the customer staled that it occurred at exactly 6 AM and provided
three agent 1Ds {this agent being one of the three). Followed up with agent who
siated that she was on a different call 2t the lime.

07/03/06

Al 6 AM, the TTY customer said that he gave a number for the CA to dial and
that it was no! dialed out, Alsc asked if the CA was still on the line and there was
RO answer.

07A3/06

Apoiogized to the cuslomer. No foilow-up requested. Agent stated that she had
several calls where TTY/ASCIl was not detecied and weni through ASCY search
twice with no response.




Provided CapTe! technical support with equivalent {edl number to program in

i ) - : a 06/29/06
06/29/06 Dialing lssue - Unable fo dial regicnal BOO number system to aliow customer to successfully dial regional oll free number,
. . " ; Spoke to operator and reminded her of the panalties of disconnecting on a call.
I 1 h to .
06/25/06 TTY claimed agent hung u? on caller due fo difficulties geting thraug the 06/25/06 She is an extremely good operator. She stated that she has never disconnected
number the caller had provided.
any customer,
CA mistyped callers message, did not correct mistake. When asked by TTY Apologized to the customer and reassured the complsint would be Jocked into.
06/24/05 hat caller had said, CA then asked for clanfication of message but stiff did not 06/24/06 Follow-up requested, Agent was coached by Team Laader on cail procassing
correct mistake. Then caller questicned CA about what was relayed and the CA procedure. Also coached on ramifications of disconnecting a cali. CA did not
hung up on the caller. fremember call but apologized for hanging up if he did.
Sent customer information explaining the difference betwsen a CapTel phone
06/22/06 Disconnect/Recennect dunng calls 06/22/06 and a tradilional phone. Explained to customer why disconnectionfreconnection
might occur and sent e-mail with lips to reduce occyrrence.
Apolagized for incidence and sent customer information explaining the
. ‘ difference between a CapTel phone and a traditional phone. Explained lo
A 2 067214 ) .
06/14/05 +DisconnchRefx}nnecl during calls 08 fcustomer why disconnection/recannection might ocour and sent e-mail with tips
fo reduce occurrence,
 Agent was unprofessional, not paying attentign to what outbound was saying, _
i 06/201 There is no agent with that 0.
08/20/06 ftyping slawly, and sounded lired. oe i 9
Explained to the customer that the agent was correct in following proper
R . . orocedure when the outbound fine got disconnected while the agent was
At 8:35 AM, customer stated that agent did not keep him/her informed of the A . .
06/12/06 . . 06/12/06 announcing reday, thus the agent was unable to type the voice person’s greeling
f h ! R - ,
gender of the outbound caller and requested a review of his call on the screen s the agent was unable ta identify the gender of the voice person. Then
atternpted to redirect the calier to place a call. No follow up necessary.
Customer stated that he placed a call into Relay )it at approximately 12:10 PM i . ! )
[
Wand got an agent. The caliing to number was provided and the agent did not ::;ijorg;szsfr;‘:ht;ﬁ;ifmle; l:er g:;;\%or:'f:uenoe ":;5 lmaﬁ havg Ca‘;wd fa':ld
06/07/06 lislen: (the customes did not elaborate upon request). He then provided the same DB/OT7i06 e appropriate supenvsor Tor 8 follow

it was uncalled for.

inumber and in retum he received a text word in a form of a "™ word. He felt tha

up. No follow up necessary. Team Leader met with agent who did not remember
call. Discussed the importance of superior custemer service. Agent understood.






